Appendix 2

VERBATIM RESPONSES

About These Verbatim Comments



Respondents were asked severa open-ended questions during the course of the interview. In an open-ended
guestion, the interviewee is asked to speak in his or her own words and offer a comment, suggestion or reason
for some other response. The interviewer istrained to record the statement word-for-word, probing to clarify,
wherever possible, the meaning of any term or phrase that is vague or too general. For example a response of
"they do a good job" would be probed to clarify what specifically is meant by "good job."

This Appendix to the 2000 Customer Survey contains all of the open-ended responses as recorded by the
Gilmore Research interviewers. There were four types of open-ended responses that were recorded:

Reasons for low ratings on the 7-point scales. These were asked only of those who gave scores of
1, 2 or 3 and were given by only a small portion of the total respondent base.

Several workgroups asked their customers what additional products and services could be
provided.

Responses to two wrap-up questions on what OFM can do better, and what OFM should not
change. These questions were asked of all respondents. The answers were coded into broad
categories that are referenced in the main body of the report.

Voluntary comments of executive-level respondents that were offered in the course of answering
guestions Q7h and Q7i. Comments were not elicited and not everyone made a comment, but
when they did, it was recorded.

These verbatim responses are organized by OFM workgroup customer so that the responses can be viewed by
workgroup.
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Budget Division Questions

Q8AB1 The OFM Budget Division makes decisions in atimely manner.
(If low rating) What would you like to see them do more of, or less of,
to further improve?

Other

Don't make decisonsin ahurry at the last minute; start making them earlier. The budget
ingtructions came out two or three weeks late, parts of it, and we dill don't have capital budget
indructions

Fiscd note ingructions could be produced much earlier.

Listen to appedls.

More in touch with agencies

Coordinate redtrictive legidation. It is causng dl the sectorsto not coordinate well. The
appropriation process has become very cumbersome.

Be more in touch with the agencies for which they have responsiility.

I'd like to see OFM take a more active role in trying to weed out what our rea needs are. Make
legidative intent on funding much more clear.

Allow agencies more time to provide information

More lead-time is needed for the agencies to get responses back to them, especidly during
legidative sessons.

By the time you get information from them, the budget is two or three days awvay and you don't
have time to handle the problem. When | have unanticipated receipts they don't look at them
until the last minute o you don't have timeto fix it. One way to improve this would be once they
decide on a procedure, dlow enough time to implement it. They should try and get the schedules
out quicker than they do. Another problem is the analyst doesn't seem to know how the system
works. They look at a different report than what we use to enter information to them. Thiswas
for the alotment system.

Don't know/Not sure
My opinion is based on hearsay.



Budget Division Questions

Q11A1 Satisfaction with products & services from the Budget
Division. (If low) What would you like to see them do more of, or less
of, to further improve?

Issues related to reports/information
Timdiness of fiscal indructions.

Honesty, fairness, openness.
More timely products. Products that are tested and well thought out before they release them.

Issues related to personnel or level of training/knowledge

Traning, training, training. Clear training. When | ask them how much money isin thet index
account, they can't give me astraight answer and that's frugtrating. I'll admit alot of that was
with one individuad who has since been removed, but sill when | ask them how much money is
in the budget, after 15 or 20 minutes, it could not be explained. Never could in 4 years.

Issues related to the process/systems used
Have smpler financid sysems.

Better planning, less last minute crises. For example, 695, we saw that we had a problem but not
until 6 months later did we know our budget. Were dways between the Governor's wishes and a
crigs. It'sadwayslast minute suff. It isimproving. Over the last 5 years Since ex- Governor
(name) wasin, we only got 5-10% of our budget, but just say it's much better than 5 years ago.
That's the only way | can think of how to put it without going into alot of details.

More/better communication

Listen. We have an unusud financia structure and that crestes an inconsstency for them. It
creates a variance. They don't know how to handle that because they try to force usinto amold
or say there's only one answer but there's not. This happens every two years. We go around and
around with them on things that don't fit into their mold.

They need to communicate more. When they leave a phone message, they need to give alittle
more detail of what they are doing, not just "in" or "out", like maybe how long they will bein or
when they will be back. More classes, maybe on how the processes work, how the supplementals
work, how the budget works, etc.

More responsiveness

Be more responsive to inquiries.

More help

I"d like them to be helpful and not so adversarid. It islike dealing with my dad. They are heavy-
handed, dictatoria, and dogmatic. | fed like they will punish me. | dont fed like a customer at
dl.



Budget Division Questions
Q11A3 What, specifically has the Budget Division staff done over the
past year that has made you more satisfied?

Internet system/information/tools improvement

Posted the budget on-line. As soon as the budget bills are released on the Internet we can access
them.

Their Web ste. More avallability of dataand formats that are more easily usable.
The BASS system and the information that is available ortline
They have been working to develop Internet-based budget tools. That isthe big dedl.

FASTRACK technology. The access through computer systems to more budget information has
hel ped.

New computerized capital budget systems.
Improved the capitd budget system over the Internet. They did it that way.

Communication improvements/clearer/more frequent

Improved communications. The information is getting out in amore timely manner, they have
changed the format, and they are more readily available for questions.

Better communication. Written notices of things stating why things have happened. They have
given us updates of where we are in the process. They've paid more attention. | think they're
trying to be more service-oriented. They've tried to make their ingtructions more easily
understandable.

Communication is better. The new system for fisca note processis much better. The fact that
they have initiated eectronic means to get back to the agency is more timely.

Communication. Attitude and persondities are more friendly.

More direct communication.

Electronic communication.

Better communication and the quadity of the communication has increased too.
Communication. Badcally getting information to related agencies about budget related issues.

Better communication. Better partialy due to alearning curve on my part and better day-to-day
communicetions.

They've improved their communication overdl.

The budget andysts are more knowledgesble, open to communications, and more accessible than



Budget Division Questions

in the past.

They've worked hard on relationships and clear communication. The spirit of information and
the sharing of information have improved plus the change in staff has helped to energize thet
process.

Q11A3 (cont.): What, specifically has the Budget Division staff done
over the past year that has made you more satisfied?

They have more communication and maybe more accessibility or both.

The leve of communication or the frequency of communication has dramaticaly improved
compared to in the past. E-mail and the Web Ste have been very beneficid.

Communications improved, e-mail updates that we get on the budget during the legidative
session, dso e-mails are sent on upcoming deadlines.

Improved personnel/personnel change/attitude change

They are more responsive, more customer-oriented. (moved from “consolidating reporting
system’’)

They have been able to adapt to the new adminigration.
They are cusomer friendly and more customer-oriented.

The current personnd is much more responsive and helpful in providing advice, which is very
important.

They've replaced the old budget andyst with a very good budget analy<. It dl comes down to
the person that is doing the job.

Working in Budget, OFM asked for far more things than we request from them. A year ago they
were very demanding of products and information that did not seem very rdlevant to the
questions they were asking. With the personnd changes, this has changed. Also, with the staff
changes, the timelines to respond to requests are more reasonable.

We got anew budget andyd. It was thanks to the retirement system.
Change of budget anays and gaff.
New staff people have better understanding of our programs.

We have a new staff person - anew budget andyst who has awonderful atitude, is supportive
and understlanding. Theindividud isvery strong in their technica competency - adso ligenswell.

They have different personnel. In the Budget Divison they have anumber of new people there
who are more helpful.



Budget Division Questions

They just continue to be redly good to work with. They are improving their fiscal note process.
They continue to have greet andydts.

System improvements and their attitude and support.

The change in gaff. We have a new budget person. The position was vacant before then, so that
has improved. We now have someone.

They have hired more competent people. They are more accurate in the information they provide
and they are more trustworthy.

Q11A3 (cont.): What, specifically has the Budget Division staff done
over the past year that has made you more satisfied?

New gaff is much more responsive and they appear to be alittle more collaborative in their
approach to the agencies.

They've turned over. The ones | used to work with are now gone, and the new Senior Budget
Assgant and other saff for (unit name) are much more helpful.

Information sharing/more timely

The information has been more timely. | think there isimprovement. It isimproving on customer
service.

They have been more communicative. They have shared more information in amore timely
manner.

They shared information. Can you bullet that and underlineit? It's the buzz around the hill, you
know, the budget analysts have been able to communicate whet they hear from their leadersto
the agencies they represent. So we have been more able to know what direction and expectation
they have.

They have been getting the information to us much quicker.
They have been more responsive to getting information to us.

Clearer/better budget instruction
The Assigtant Director for budget sends e-mails on budget status. The detail on budget has been
better than before.

Clearer ingructions and fewer two-day suspenses but there's fill too many suspenses. Can't think
of how to clear that statement up o just leaveit a that. They'll never get it anyway.

| think that they are making an effort that they weren't making before. They are trying to rewrite
the budget to make it clearer.
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More accessibility/outreach to agencies

They've hired saff from our agency that know and understand our business. They made it easier
to communicate and easier to know who to contact and receive or give information.

We have had more didogue. The OFM Director was on my campus. The new Director of OFM
has spoken to the Community College Presidents. Thisis a change.

They have changed to where they listen to the customer rather than have a predisposition to their
answer. Their systems have improved in terms of budget preparation. In addition, their decisornt
making seems to be looking at a broader spectrum than gtrict dollars.

They have made some presentations at our quarterly business mesetings that have been excellent.
The Budget staff appears open to legitimate concerns.

Q11A3 (cont.): What, specifically has the Budget Division staff done
over the past year that has made you more satisfied?

Oneisthey have taken the time to become more familiar with the agency's business or the kinds
of financia information we need and with our strategic objectives. They've adopted a more
redlistic expectation of what agencies need to provide in the alotment process that has reduced
the amount of work we have to do but il gives the information they need to make an alotment
decison.

They have become far more customer-oriented, far more willing to lisen. Overdl, itisjust a
much more productive and cooperative relaionship - far less adversarid than we had a year ago.

They are easier to access. They are easier to get ahold of and talk to.

They have shown an interest in our agency.

Clearly, they have responded to requests for assstance a whatever level of assstance we have
needed. They have answered over the phone and if we needed them physicaly here, they have
come. They adso did so in atimely manner to meet our needs. | did not fed that | had this before.

FASTRACK. It is more easily accessible and more manager friendly. It makes sense to someone
who is not an accountant.

More outreach to the agency contacts.

Now, | can cal them and get a specia report - we could not do thisin the pagt. It isvery
important to mein my job. Overdl, | am very pleased with them and they have been improving
over theyears. | am very pleased with the staff they have. We have a good relationship. If | have
guestions, they answer and try to work it out.

Consolidating reporting system

(moved to category “improved personnd/personnel change/attitude change)
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Providing consolidating reporting systems so0 you don't have to go and re-enter datain severd
different aress.
Opened expanded systems, especialy the BASS and FASTRACK.

Budget development system
Advent of sysemsto track budget, FASTRACK system.

The development of the Budget Development System. Thelr orientation in what isgoing onin
budget and legidative and fiscal matters.

Understand our agency more, seen an effort to put forth good budget systems - | know they are
working on it.

FASTRACK. On-line budgeting, up-to-date information.



Budget Division Questions
Q11A3 (cont.): What, specifically has the Budget Division staff done
over the past year that has made you more satisfied?

Better explanation
The budget indructions are very wdl thought ouit.

Better training
The workshops | have atended have been at amore comprehensive level.

We have had some training as well asworking with FASTRACK.
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Q7K6 What improvements would you like to see (in the appeals
process for budget decisions)?

Other (specify)
Vaue to the communities associated. That iswhét is key.

Budget andysts are needed to work with agencies prior to submittal in order to work toward the
government gods and the god's of the agency.

There seems to be an assumption that the budget requests aren't taken serioudy. They need to do
a better job alocating the smal numbers to the agencies providing revolving fund services. One
example | can give you is that they gpproved a 3% raise and then only provided a 2% raise.

Decisions based on data.

No need for improvement

Last three budget masters have been very helpful, so there has been a continuous improvement in
taking serioudy our effortsto improve our services. It used to be that if they disagreed, we had
hurdles to jump. But now there has been alot of improvement in thisarea.

Thereis no need for improvement.

Do not expect immediate reply/response from appealer

We are a board that meets every month and the basic processis| get acal that says, "thisisthe
decision, what do you think about this?* OFM needs to recognize that we should have an
opportunity at the next meeting to decide what the response will be rather than expecting an
ingtant answer.

Additional time for appeals process

More pro-active review process, there is not much of an apped process right now.
In the gppeal's process, more time additiona time is needed for gppedl.

The improvements center on more time to work around changes. As soon asthe decison is
made, they should provide more time to dlow you to change things. | am bothered by the actions
of staff that don’t seem consistent with the Governor; don't seem to be aggressive, bold, crestive,
or use authority. But, OFM asks for more detail, what if questions, and does not seem too bold,
or to act quickly. The leadership now has been a great and welcome change and has had a
positive impact. | think the strategic direction from the Governor's office is stronger than ever
before.

Give more time to agency to present their case. A small agency should have the sametime
dlotted, just the same as large agency. They tend to put their efforts on the bigger agency.

At times, when we have the opportunity, to explain our needs on amore detailed level.
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Quicker turnaround on decisions.

Give usalittle bit more time to respond. | mean the budget is out, and they need a response like
inan hour. A lot of timesyou don't get that information till 2 hrslater, and you're out of luck.

Q7K6 (cont.) What improvements would you like to see (in the appeals
process for budget decisions)?

We aretold “no” immediately and then put on the defensive. | would rather have amore
receptive answver and given a chance to explain.

Thetiming - they make no decisions for along, long time and then they make them in ahurry.

More access, cooperation in decisions/less secrecy

Budget people spend time in the agencies for which they are attempting to speek and see the
results of the services they expect to be delivered. Their roleis primarily control, not assstance. |
think thisis probably in their charter - control.

Ligten to input from agencies.
More training for staff in procedures and policies.

Nothing radica. In our agency since we are S0 smdl | think we don't get the attention we need.
So just pay more attention to what they think are "minor agencies'.

Expediteit alittle bit as far as the decision-making.

Earlier feedback and more accurate feedback. Feedback / dialogue - | seem to sense a greater
secrecy. More and more secrets. There is now new and unqudified steff.

Much more knowledgeable about what the agencies do. They seem to make decisions without
knowing the agencies.

Like to see more discusson with OFM garting with the andyst then moving up to SBA in
management. | believe people are looking a numbers more than the redlity behind the numbers.
OFM has lost track of what agencies do.

More familiarity with the agency's programs. Y ou realy can't support our programs without the
knowledge. Spesking of the anadlystsin OFM, the partnership issue - we should work together as
partners. OFM should help us succeed in working with us especialy in legidative requests. It dll
rests on partnership - the feding is that some analysts exercise their power and this does not
make for agood relationship.

Instructions, brevity, clarity, and specifics. They rgjected my proposd eight times. Eight times!
And | am usudly aquick learner. I'm like, help me! Eight times, that is judt ridiculous.

Has improved with (name). Open encouragement of didoguing with agencies - one on one. |
appreciate the workload but in terms of risk -there are alot of things lost. But we need to talk
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with OFM on topics like risk with real impacts on the public. This needsto be a aleadership
director and department director level. Analysts have contacts but this needs to be a a higher
level and should become routine.

We need to make sure our concerns are heard because we're such asmall divison. In alarger
agency, our concerns kind of get lost

More access to OFM leadership in fina decison-meking.

Q7K®6 (cont.) What improvements would you like to see (in the appeals
process for budget decisions)?

More communication and cooperétive decisons.

Like them to be more pro agency. That is, support the agency's needs insteed of just telling us
what to do.

More/better personal communication
More frequent 2-way communications. Most communications go up and not enough come down.

| would say the feedback; the reasons why a decision was rejected; what are some of the
underlying reesons why. The last few years automation has been a higher need for many
agencies, but in some cases, requests have been denied without explanation even though
efficiencies had been identified that would result from the gpprovd of the requests.

| guess amore open gpproach in being able to listen to another point of view and not just
dictating from old tapes. That is, to be able to look at another point of view, and to redly look a
it with an open mind.

More personal concern for agency.
Maybe clearer communications.

Hard to say because the budget director is the one who dedls directly with them. | suppose just
increased communication from them. Sometimes they seem pretty arbitrary.

| would like to see them come to Eastern Washington more to see our side. We work with people
who have never been to Eastern Washington to help us and they don't know who we are.

Better communication when there are changes made especidly when OFM is making changes.
They ligen - 0 that is a good improvement.

Would like to see more formdizing of the process so that the agency would have the ability to
mest face-to-face with the director or deputy director vs. doing it al in writing or on the phone.

Communication. Throughout the process there is not dways a continual flow of informetion. It
seemsto be dways at the very end with no turn-around time.
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More communication of and follow through in the later stages of the budget processes. There
were severa items we work on that were dropped in the Governor's project and they were
dropped without telling us why.

Additiona contact with State agencies, better communication. Sending out informetion is fine but
persona communication is better.

| would like to see their budget analyst better understand our program. They need to come out in
the summer time and see us. | don't think they get out of their office enough. They need to get to
know usin between Legidative sessons.

Q7K6 (cont.) What improvements would you like to see (in the appeals
process for budget decisions)?

Like to see a better understanding of program issues. They tend to take a corporate view and put
every onein the same mold but it just doesn't fit.

Quicker communication would be the main thing when we send information over to them. It
would be nice if they got back to us.

More timely information/feedback
Faster time or quicker response.

Less political wrangling

I'd like to see alittle bit more of a coordinated effort between the agency and OFM for a better
shot a redity versus politica budgeting.

| don't know if they listen to the problems in the agency. They pretty much have anumber in
their mind and end up with their number or maybe they're looking for aclinica number. They're
more looking for apalitica solution rather than what works for the customers.

It ends up being politica because it goes to the House of Representatives. We're not going to
submit arequest for more funding because by the time it goes to the Senate the integrity of the
information is logt through the political process. We can never redly know what the outcome
will be. So, diminate supplementa budget requests.

Better cooperation within the legidature between the Republicans and the Democrats.

Tough part is, number one, having a Governor's agenda prior to our budget submitta. Generaly
it isbuilt after the Governor has seen our request or dl of the requests. Then the negotiations
work will be smooth if it is close to what heisthinking. If it's not, it won't make it through the
process regardless if you gpped it or not.

Make the process automated, electronic

It would be niceif it were more automeated, €ectronic. More dectronic so we can work with it
directly and we don't have to re-enter the information.
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Simplify the process, the jargon
Make it as Smplified as possible S0 our residents can understand it.

Anything that would smplify their processes. For example, some of the language and jargon.
Definitdy articulating smple steps that don't get caught in the wherefores. There may be 3 main
steps and then deal with the other 80 steps.

Smadll, systematic and less complicated - the gppedal process is sometimes awaste of time because
the appea was not for the sake of doing it, but to hear the rationale. The appeals processis just
for window dressng.

Actudly 1'd like to see the process sireamlined a bit more. Just have it run alittle quicker.

Q7K®6 (cont.) What improvements would you like to see (in the appeals
process for budget decisions)?

More/better explanation/information

Clear guiddines from OFM on the Governor's priorities and how our supplementd items did not
fitinthat.

The process. It's hard to determine at times their policy decisions; they're not congstent. A lot of
that may be politica decisons; it's hard to tell on this. Communication. Understand how they
arrive at some of their actions at timesit doesn't seem logical.

An explanation of what the processis.

Subjective opinions. OFM runstheir agendawith very little concerns for operationa agency
problems. They take the tabloids from on high and our opinions don't matter very much. It's
based on the Governor's agenda. It matters little what we say.

Multi layered review.

Quicker response, more closer relationships, and hands-on assistance. Sometimes the
relationship is like a distant relative you don't even know. The budget leads for different
programs should be given clear direction so that they are not there for adversarid relationships
but to be clear and help agencies put their budgetsin place, especidly with FTES.

Probably obtaining information quicker. Maybe more exchange of information and earlier
opportunity for input

Maybe alittle more formality isingrained in their procedures so that it's clearly astep within the
process. To clarify, it takes five ingredients to make a cake, and one of the fiveis Stting down
with the agency and explaining exactly what was cut and why, and the agency can explain the
implications, and be heard, and OFM can take that and make afina decision.

A way of more explanations for reasons for supplementa.
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Better predictions, better information regarding what isin store for funding agencies, and better
handle on what to expect from the Sate.

Notify customers before taking action

| guess I'd like them to actualy tell us what they're going to do instead of doing it without even
talking to us. This past year they just implemented it without even telling us what they were
doing, not even to our OFM andydst. They even left her out of the loop. It would be niceif the
OFM numbers match the legidature's numbers. They're designing a new budget system that
looks likeit will be more to hdp OFM than to hdp the agencies. We will end up doing thelr
work for them.

Learn sooner what recommendations OFM is making.

Don't know/not sure
Need more time to think about proposal for improvement.
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Q8BA1 The Accounting Consultants Group makes decisions in a
timely manner. (If low rating) What would you like to see them do
more of, or less of, to further improve?

More timely assstance when it is requested.
They have so many channds to go through — fewer layers would be helpful.
Speed up response time.

Q8BB1 I can beinvolved in decisions of Accounting Consultants
Group that affect my job. (If low) What would you like to see them do
more of, or less of, to further improve?

Other
Better schedule coordination needs to fit the workload of the customer as opposed to their own.

| think the biggest thing is their classes are cancelled because of low enrollment so it's hard for
us to schedule things when we don't have specific dates.

Better communications between dl of the colleges. With a specific department sometimes
information that comes down does not get to the right department.

Just a better customer service-oriented atitude. They think they are demagogues, and rather than
getting help or support, they act like it isablack and white world. They could say well maybe
you can't do it that way but if you use this approach we can help you.

Allow more input from the agency
More interactions. Wish they would ask us more what our opinions are to make decisions. They
don't get our opinions.

If they are going to make a committee decision, they should stick to that committee decision.
They should not make unilateral decisons. If OFM declares they are going to share the decision
process, than they should, in fact, shareit.

Giving agencies alittle bit more freedom. Sometimes ther interpretation is concrete, without
taking your interpretation into consideration.

Consder agency input when customizing training. More availability for agencies to consutants.
Clone (name).
More specific procedure

| would like them to expand on their SAAM manua by being specific on procedures to be used
by our adminigration.
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Q8BB1 (cont.): I can be involved in decisions of Accounting
Consultants Group that affect my job. (If low) What would you like to
see them do more of, or less of, to further improve?

They need to be more proactive in gaining consstency between agencies. In terms of
consistency, agencies are told different answers and they do not provide the same answer - they
are driven by whoever is asking the questions.

| think being alittle more clear on questions. Sometimes we have issues that are not black and
white, but we need more clarity. Congstency between people; sometimes we get two different
answers from two people.

I'd like to see them give more training tailored to our individua agency needs. We are an agency
who does not use them directly - we use them through another software system. We use some of
their features directly but we feed into them through another system alot and we have our own
unique set of problemsthat go aong with that.

A lot more customer input, data testing, awider test group, and alonger period of testing and
review.

More training

They could do more to be receptive to my idess. There could be more training. It is once ayear
now, and we need twice ayear training o we are not so bogged down with dl the changes.

Q8BI What additional products or services could the Statewide
Accounting Consultants Group provide that would be useful to you?

Other

One system that does everything - the variety of sysems which exig like retirement, payroll,
insurance, - you fix it one place but it is not fixed esawhere.

More hands-on workshops. Any new programs or procedures that they are developing.
Modernize dl their systems. AFRS, CAMs, Accounts Recelvable.

Clearer interpretations of thair regulations - | get responses like what does IRTT (sic) say? Wdll |
just read it and | need an interpretation.

More/better staffing

We could get quicker responses to our questions. Just quicker responses so that we can
accommodate our employees. Maybe they need more staff for quicker answers. The two people
are excellent that | work with. It isjust that they are overworked so the answers are delayed.

More staffing.

Moretime. They don't have enough people to cover al the agencies to understand them. They
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need to spend time with each agency and they're understaffed.

Q8BI (cont.) What additional products or services could the Statewide
Accounting Consultants Group provide that would be useful to you?
Improve accounting system/access/support/accessible

More communication and input in the formulation of accounting policies.

More detailed information on-line. For example, expenditures and revenue, and for alonger
duration. Now you can only go back a biennium.

Modernized accounting systems. AFRS.

More/better training

Training classes - more than what they have or better than what they have. Or training that is
specific to certain agencies.

Ensure that al accounting consultants staff are trained with accounting knowledge.

Spend more time with us, but they are short saffed.

Maybe alittle bit more training on specific issues, eg., the new GASB rulings that are brand
new, and there was some other training that was on some of the OMB circulars, where we
needed in more depth and it was going to be very broad.

More training. In the accounting and reports so there is a better understanding of what they have
and what we need.

Better Web training/ make Web site more user-friendly

| think they should offer training over the Web sysem instead of having training in various
locations. Thetraining iswonderful but | can't afford to go.

They do agood job. Produce an interactive training lesson on the Web Ste on certain topics, any
topic.

They need to expand the systems more to have additiona options. Some systems are geared to
general needs of agencies. Need to be able to extract data.

Internet dataware

It would be a data warehouse on the Internet. And herésthe key - they're providing it on the
Intranet, which is not ble. That would be about it.

We need more Internet services to interface with them. The more weve gone to the Internet, the
more up- to-date information we obtain and the fagter it is.
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Q8BI (cont.): What additional products or services could the
Statewide Accounting Consultants Group provide that would be
useful to you?

More specific Internet indexing

If there was away to be alittle more specific on some of the things we have to look up on the
Internet in their accounting index. For example, | was looking up royalties and couldnt find
them anywhere.

Less political wrangling

Oncein awhile adecison will not be made timely due to the palitics, such asimplementing
fringe benefit rule in accords with IRS. | want to see the right things done al the time and
politics kept out of it. Palitics being the pressure influencing decisons, ether interndly or
externdly, that results in exceptions to normd rules and regulations.

IRS definitions
More definitive answers on RS issues.

More help/interaction

In the same manudl, I"d like them to go into particular areas of Policies and Procedures and give
specific departments and phone numbers that people could cdl for requests for information.
Possibly they could have staff members who could be tied to certain policies o they are
knowledgeable and so we can get alive person.

More active participation with the agencies they support. Rather than waiting until acrissor
problem occurs, they can be alittle more proactive: "How're things going? What can | do to help
you?' More proactive than reactive.

Other miscellaneous

We talked about some help in providing everyone with the same computer and software so
everything's consstent and runs more easily because well dl be on the sameleve. So
purchasing us computer and software.

I'm pretty happy with the statewide accounting manud and it's saved me alot of time.
Automated forms. They have improved so many things.

Recently we had to start taxing medls for employees who travel and do not involve an overnight

dtay. They could asss in automating a system to dlow this; that would be helpful. Also they just
made a spreadsheet that has to do with reconciliation and I'm wondering if the same process can
be made or appliedto L & | payments for medica ad?

Jazz up thetraining - itisboring - people fal adeep. | work more with the AFRS group, and |
don't know who works with what group. We don't know how OFM is organized. | am pretty well
satisfied with the data processing and the accounting groups and their services - accountants and
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programmers, and persons who understand the law, but we don't know who their supervisors are.
We know who to go to for answers.

Q8BI (cont.): What additional products or services could the
Statewide Accounting Consultants Group provide that would be
useful to you?

They could play alarger rolein analyzing deta for trends, mistakes, missing entries. They could
do quite a bit more on non-gppropriated funds. There are sgnificant actions here. They tend to
focus on the budgeted funds.

A brand new dlotment program that gives you red time review of information going into the
dlotment system. A twenty-four hour turnaround is not reasonable.

Adding a particular module that would involve payrall but this requires an ok from personnel.
Other than this, they have everything | need. Thisrequest isalittle outside of their contral. |
prefer the paper. The contact | have is (name) and sheis good and they should keep her.

They have all we need/have done everything they can
They have provided and responded to whatever | have asked them. They responded to my needs.

What they provide is good, can't think of anything now that they could provide that they don't
aready do. At year-end closing we could use alittle more help asin an additiona person.
Especidly when they have turnovers and they are not familiar with dlosings.

Nothing in particular

None.
None. They do everything | expect and more.
Nonethat I'm aware of.

| think they do quite well. | haven't been in it long enough to notice that they are missing
anything.

Nothing, redlly.



Accounting Consultants Group Customers

Q11B1 Satisfaction with consulting and technical support for
Accounting. (If low) What would you like to see them do more of, or
less of, to further improve?

Other

| would like them to develop policies and procedures manuals specific to Sate agencies like
higher education and those types of environment so that we can have references to information
that is appropriate for the work we are doing.

Offer the classes and not cancd them.

More interaction
Quicker, clearer guidance on difficult issues.

More interaction with our college on an individud bags. I've had difficulty getting areturn
phone call. They seem to be a policy board.

Q11C1 Satisfaction with Accounting Consultants policies &
procedures. (If low rating) What would you like to see them do more
of, less of, to further improve?

Other
They need to be amplified.

| think that dl the accounting rules and regulations are way too complex, way too detailed and
way too burdensome. Each individud rule or policy may be judtified but the total weight is way
too heavy for asmdl agency to handle. The bottom line is a huge agency may have dl the
accounting and policy staff to handle this but smdl agencies cannot keep track of it.

More specific policies/procedures
They need to have specific policies and procedures to specific indtitutions.

More detailed information

| would like them to be more complete and address more detailed issues. We have unique needs
for our agency but it may not warrant the detailed atention from them. But the detail would be
helpful to me. If they had on their Web site, a place where you could e-mall questions to them,
they could respond to severd of usif they get the same questions repeatedly. In generd most of
my ingructions come through the State Board for Community Colleges and | don't usualy see
OFM'singructions directly.

Understand the different facets of each agency.
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Q11C3 What, specifically has the Accounting consultants staff done
over the past year that has made you more satisfied?

Other

With the change in management in the past few years it gets better and better each year. And
besides management, insert new consultants. Big change, big change. Or much improved.

They have done a better job of assgning personnd that are regpongive to the agencies needs.

Actudly they've done nothing. I've just gotten more involved with them. Just more involved in
no certain way. In the past | wasn't as involved as before because of my tight schedule. So my
schedule is now more flexible dlowing me to get more involved with OFM.

Internet information/manual on-line/fund transfer
Theré's more information on the Internet than there used to be. It is finance stuff modtly.

They've provided us with more on-line information and they have streamlined some of the
policies and procedures.

They put the Statewide Accounting Manua ortline.
Putting the manuas on-line. Having them be more accessible.
Changed their manud and made available ont-line.

More knowledge/more information
More knowledgeable now than they were before. Continue to grow in knowledge of the systems.

They have tried to get us more information in atimey manner and redly tried to get usto
understand some of the changes that have taken place.

| think they're more knowledgeable in their training. They're beginning to cross-train so that
other people can answer the question for you. And they get back to you in atimely manner.

Better/more timely communication

They've been more timely. We have increased contact with them, better relations, and solid
informetion.

| am involved with them alot more than | used to be.

Training/cross training of staff

Thetraining. Well, | took it. I've only been herein this pogition less than ayear and | had not
taken any of the training before and so it did teach me quite a bit.

They have offered better training.
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Q11C3 (cont.): What, specifically has the Accounting consultants staff
done over the past year that has made you more satisfied?

Streamline/simplified policies and procedure/direction

Related to Policies and Procedures, they've posted it ontline and it's searchable which redly
hel ps with research time. Responsesthat | receive from the consultants are clear, concise,
organized and meaningful.

Ther duff isalittle eesier to understand, meaning the directions.
The new Policies and Guiddines manud.

One of the main thingsis possibly putting Policies and Procedures on-line. It'salot easier to get
up-to-date information.

We have been included on reviews, the policy reviews and the revisons of manuds. In the last

couple of years OFM has made improvement in becoming partners with the agencies rather than
be gatekeepers. They have emphasized responsibilities and accountabilities as a shared outcome
rather than it being that they’re gatekeepers. | find them more able to work out mutua solutions.

More accessible/more responsive
It gppears that they are more responsive, more timely, and more casual.

They have been alittle more accessible.
More responsive.

1. Emphasis on customer service 2. Tiein to "Access Washington." 3. They gave agenciestime
to integrate changes into the new manual. 4. They are asking for input.

Better communication. Faster turnaround time for inquiries.
They are becoming more ble.

Information is more accessible on the computer, OFM is available ot line and technology and
communications have improved. Continental per diem rates and travel costs are more available.

System improvements
They supported changes to the agency Accounting system.

They have the dectronic fund trandfer. That'sit.
Their work on the FASTRACK system in generd has redlly improved it.

Bascdly improved the FASTRACK and AFRS systems to make it easier to track and
consolidate our budget. Easier in the fact that | became more familiar with it, about some of the
improvements. Agencies have dso said they need certain information from FASTRACK and
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OFM has come through with ways to get the information.

Q11C3 (cont.): What, specifically has the Accounting Consultants
staff done over the past year that has made you more satisfied?

Manual improvement
The new SAAM manudl. It's organized better and it is easier to locate information.

| think putting the manud on-line and making it totally accessible a my desk hasjust mede life
easer.

The policy manua, SAAM. It isthe ease of use and aso the link to reference, such as RCWSs.
That isredly very hepful.

They've redone the policy manua which makesit easer to read and it is on the Internet. Also,
they have made themselves more available.

Worked with the agencies to develop a better Accounting manual and worked well to get input
from the agencies.
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Q8EAL Personal Services Contracting Group makes decisions in a
timely manner. (If low rating) What would you like to see them do
more of, or less of, to further improve?

They smplified the process for contracting, such as personnd services so you don't have to go to
bid as much. | would like to see them do more of this, | don't know whether thiswas internd or a
legidéative decison.

More communications to inform us more. | haveto cal up to get information.

Q8EH What additional products or services could the Personal
Services Contracting Group provide that would be useful to you?

More/better training

What we have found is that because of congtraints on Persona Services, we could not use
consultants for over $4,900. So we would hire staff and it would cost us more than that. Then
they would leave and go on unemployment. We have a set of consultant rules that don't serve us
well. We don't have flexibility over the $4,900 dollar limit, and it costs us more. They could be
helpful in showing us how to be successful with the current limits

Ongtetraining and eager to follow ingtructions.

| think they need to give us more training and some of the policy needs to be more clear. In
training, overdl, what is a persond agreement versus other types such as client, when do we
need to use them, and when do we not? They have written information that comes out. Some of
that ill leaves us with questions. It is nice to have clear examples and definitions.

More Web-site presence/more types of materials (means to get out info and news)
If the "Guide to Persond Services Contracting” is not on the Web dite, | would likeit to be.

An easer, more accessible, user-friendly Web ste. Thisis the most efficient way for us. But for
us, it assumes afamiliarity with their system that we find hard to use. It islike looking up aword
inthe dictionary if you don't know how to spell it.

Some type of Web based reporting system. Reporting data collecting system.
Templates
More examples and contract templates for different types of agreements. That would be it.

Some more flexibility in their contract language. They have a standard format that's very, very
long. If you wanted to customize it’ s difficult.

Templates, such as the addendum to a contract. They could explain whet they do. They are
unfriendly and abig mystery to me.

Better examples of how to do something rather than just regulatory information. A how-to
manud.

Federal and State guidelines
A better dignment between State and Federal Personad Services Contracting guiddines.
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“Better” means more congstency.

To go to the Legidature and see the rdationship of the stringent rules that govern higher
education. We have some unique needs.
Q8EH (cont.): What additional products or services could the

Personal Services Contracting Group provide that would be useful to
you?

More/quicker information

Additional information. | don't get dl the booklets. | don't know if it's our agency or somebody
ese | haveto go to somebody eseif I'm looking for something.

More work - jobs educationd materid. Information on Persona Service and Contracting.
Quicker turnaround time.

Quick response. They, in some degree, act as interpreters of state policies on processes and there
are misinterpretations among the agencies and we need their lead to clarify and make adecison.
On both ends, it would be useful if OFM staff would hold aforum - | have never met them - an
FYI forum to see their hierarchy and their communications. It is like a secret club.

Clearer policy

The difference from agency-to-agency is dramatic and interpretations are different, so when
making changesit is difficult. Need some basic rules that apply to dl agencies Smplifying the
steps to make it clear would be helpful. It is not always easy to know the steps since there are so
many steps.

Setting two levels of limits makes additional paperwork. For each contractor | have to set an
oved| limit and dso for individua contractors and it makesiit difficult to estimate the costs two
years out. Changes have to be amended but | keep a monthly spreadsheet and could give monthly
up-dates. | know some people try to work the system. The two people | work with have been
helpful and | try to give as much information as | can. A lot of rules, but some people aren't
reasonable.

They offer all we need/have done everything they can

| think they provide dl the information | have needed. Also get their publications here, which are
updated. Overdl | have dedlt with OFM on travel and purchasing and | have aways received
excdlent service from those people as well.

| can't think of anything. Everything has been fine and anything we need they have.
Nothing more than what they do.

Everything that | usein Contractsisfine - can't think of an additiona product.
Nothing in particular

None.

None.
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Q11D1 Satisfaction with products & services from the Personal
Services Contracting Group. (If low) What would you like to see them
do more of, or less of, to further improve?

Other
Modify some of therr filing requirements. If they're going to request information, useiit.

I’m not sure, but | have not seen them add any vaue. They just gpprove the information |
present.

Information-consistency

| have the manudl. | need smple steps. It isagreat backup when you go to the next leve, but |
need something ese like an Executive Summary. Anything that would reduce the need or
amount of documentation - from the agency perspective. In terms of time, turnaround time. 13
daysis a problem when we are deding with acrisis. A crisgs from acommunications view. We
ded with media. There are lots of times when we need the expertise which we don't have and
two weeksisalot of time when the Contractor can't start. The important thing is to understand
the steps.

Be more consstent in information. We need more directions.

More diaogue with colleges to help us maximize our use of consultants. The restrictions are S0
great that it hardly makes it worthwhile,

Don't know/Not sure
| didn't know there was a Personal Services Contracting Guide. So, outreach.
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Q11D3 What, specifically has the Personal Services Contracting staff
done over the past year that has made you more satisfied?

Other

We have had more contracts this year and depended on OFM more this year.
I've used it more.

Improved manual/systems/training

They actudly help us provide training for our saff. They have been very available on the phone
and have worked with us on contracting questions and problems.

The guideis clearer; they up-graded it.

They have refined the FASTRACK program that makes it possible to get better reports with less
paper. | can pinpoint exactly what | want and go straight to it. That isalot, trust me.

They have improved their guide. They made it easier to understand and more concise. It used to
be hard to differentiate between Persona and Purchases processes.

More user-friendly manuds and training. User-friendly, meaning if | have a specific type of
Persond Services Contract, | can see from the manua how to relate the manual to the agency's
needs.

Weve had to centrdize our contracts and we have interfaced with OFM. They have been
supportive with that.

More responsive

They have been more respongve, meaning more timely answers to questions.
They're more responsive and seem to be more service-oriented.

Service orientation

They have been customer service-oriented.

They are working with the other agencies more on Persona Service Contracts and they are
talking more with us on what our needs are. They're making tremendous efforts on thisissue.

Better directions/simplified

They have changed afew things so that | understand it better. It's pretty straight-forward. Like on
the janitoria contract, they worked through it with me step-by-step ingtead of just dumping the
packet on me. They made sure | had someone who was qualified to do the work. In years padt,
sometimes | ended up with someone who wasn't qudified.

They have quick turnaround on our Persond Contracting Stuff. 1t's much quicker and the steff is
more responsive.

The effort to smplify the contractor specifications, and raising the amount before you have to get
bids; if less than $5,000, no bid, three bids if $5,000-$10,000. This has hel ped.

Better directions; the receptionist is helpful in directing me to the right people for me to spesk to.
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Q11D3 (cont.) What, specifically has the Personal Services
Contracting staff done over the past year that has made you more
satisfied?

More accessible/helpful

They have been very hdpful and reasonable in a couple of our larger contracts, and we have no
contracting expertise in the Agency. Helping us get to our objective, you know, instead of
putting up al the roadblocks and rejecting any contract we might send over. They worked with
us.
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Q8DG What additional products or information could the Population
and Forecasting Group provide that would be useful to you?

More detail/specific forecasting geographically
| would like population by census block and population by urban growth area.

| am not sure how officia their casdoad forecasts are snce there is an official casdoad forecast
body, but it would be nice to get awider dissemination from OFM on their unofficid TANF and
medica casaoad forecasts.

Smplify explanation of the formulas that they utilize for estimating population. | think that's
about redly dl that comesto mind, essentidly.

Growth management population projection. In 1985, the Legidature passed a bill and OFM was
required to generate some population projections and these projections were growth management
population projections and the cities would like to see new population projections for growth
management.

Additiona forecagting on smaler populations. Tie more forecasting towards school digtricts.
More economica and demographic data supplied on aregular basis.

More detail/specific forecasting with demographic and other subgroups
More demographic information; income per capita, ages, that kind of Suff.

Maybe more detailed information, not just on population but some of the other demographics, in
between the census years. Maybe some training, regiona workshops to explain to people how
the projections are devel oped would be interesting - some public forumsto explain al that.

Disaggregated information across ethnic groups. For example, it does not help me when they say
Adan American| need those groups more divided asin Thal, Japanese-Asan, Chinese-Adan
Flipino-Asan, eic.

The annua median income for the city would be hepful. There are other data that would be
helpful to usbut | would have to think about it. | think median income is available for the sate
but not for the city. The contacts with them have been very beneficid and hepful to me. They
have faxed in for research questions, referred data to me and they have referred me to various
Web sites.

The household size and vacancy rates for our jurisdiction on any given yesr.
More frequent population updates
County level population totaled on a more frequent basis, and county income data.

More up-to-date information on vacancy rates and occupancy rates for smaler market areas. We
need to have more up-to-date vacancy rates. The out of date vacancy rate estimates cost us
thousands of resdents and large amounts of money.

Provide more information/help on technology
Formsthat alow meto inquire as to the number of occupants, and their names, in a household.
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Comments about forms/clearer/specific

Their forms each year change, and they need to provide alittle clearer direction. It would be nice
to have a synopsis of what has changed. Also, on their forms themsdlves, to be more specific. A
couple of their forms are complicated - new frame housing column 3, and dso the way they
reference the 1990 numbers compared to last year's form. It's not clear.

Q8DG (cont.): What additional products or information could the
Population and Forecasting Group provide that would be useful to
you?

Their annua estimated population and the forms to do that. | guess the forms could be alittle

clearer. Possbly alittle better information on reporting annexations.

Additional Internet products

Would like additiond products and information available on the Internet.

Other miscellaneous

| guess regiona workshopsin updating or revisiting population forecasts on an annud, semi-
annua bass. A hdf-day seminar sponsored by OFM wherefolksin the field and OFM staff
could meet face to face and discuss popul ation forecast issues within that region, with regard to
the upcoming annual forecad.

We are alittle town and don't use them. | filled out the report on trailer houses we have in town.
We have no growth since there is a moratorium on water and sewer expangon.

Possible Web-based access to stlandardized enrollment reports for the higher education.
Informeation on persons with disabilities.

Help with mapping, especialy when there are new annexations.

They could include more information on the Web.

The only thing | can redly suggest iswhen | go over there and request hard copies of data, I'm
awayskind of given ahard timeif | need five or ten copies of something.

They offer all we need/have done everything they can
None. They are pretty much on top of it.

They are doing fine.

For our purposes, they are very helpful. I give them high marks here.

Nothing. The service we receive isfor asmall areg, but isfine. We could receive more money,
however.

| am happy with the products they give me.

I'm satisfied with what they provide now.

None. | have received everything that | could have possibly asked for and plus.
| have been very happy with their products.
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Q11E1 Satisfaction with Population & Forecasting products &
services. (If low) What would you like to see them do more of, or less
of, to further improve?

They do not accept city building code and development data. They put you through the exercise
of doing it and then they do not accept the numbers. We will show a 100 person increase and
they will say only 10. It appears they have a preconceived number.

Display some of their data differently than they do. | think they have aton of data that they keep
showing in the same old way.

Q1l1E3 What, specifically has the Population and Forecasting staff
done over the past year that has made you more satisfied?

Information more understandable/improved/current

They have improved their information and understandability of that information compared to last
year.

They have improved their format and brought their numbers up-to-date. There was atwo month
lag before. Now they've made it easier to read. It's more current. The Web page is new and it's
easer to use. It's also agood tool because it alows you to access the data on the Web.

More responsible/helpful

They are more respongive. On forecasting, they get back to me alot quicker. Their graphics are
better now; they use color.

Personnel change
I'm dedling with a different person and (that person) understands what | need alittle better.

The fact that 1've had persond interaction with (name); and that some of the things are now
happening in our county. (That person) has been extremdy hdpful.

Web access
The Web ste has made data more easily ble.
The Web presentation of the data.

It isavailable on the Internet and easier for me to access. | found this out this past year.
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Q11G1 Satisfaction with the way Financial Systems Group meets
agency’s business needs. (If low) What would you like to see them do
more of, less of, to further improve?

I'd like to see a system that would accommodate the unique needs of individua agencies. Cost
Accounting.

Allow the statewide reporting system to somehow incorporate agency- specific information needs
to better meet agency information. To have an infragtructure for dl of their needs.

Inthisarea it doesn't support what our agency does. The things we do regarding this syslem we
do oursalves. It's like an added layer on top of what we aready do. Small agencies use this
system to manage their budgets but the larger ones don't. There's no separation between
agencies. You have to use the system whether you need it or not.

Provide better systems, better meaning they have an accounting system that does not
accommodate our needs so we have developed an accounting system to meet our needs. The
AFRS system does not. The systems need to be more flexible,

Q11H1 Satisfaction with way Financial Systems Group supports
receipts and management of accounts receivable. (If low) What would
you like to see them do more of, or less of, to further improve?

Our systems aren't compatible in the accounts receivable - | don't know that they ever will be. The
receivables we have are from non-appropriate funds and those are maintained outside the treasurer's
office.

Provide clear and brief training. That's what we need, we can budget to our hearts content, if we
know what is going on.

| don't think they have a system that handles accounts receivable.

Not to promote and develop new systems for the agencies without having the resources to be
ableto useit. Like having aclass.

Agenciesrequire alevel of detalled information that the statewide systems don't support. We
need to either have agencies incorporate their pecific needs into their systems or have the
systems work together to provide a more comprehensive data set.

More sub-accounting where you would have spenders keep track of deposits.
Q1111 Satisfaction with preparation & submittal of budget requests &

allotments. (If low) What would you like to see them do more of, or
less of, to further improve?

Other

It's like meet the actua requirements of the Legidature, for example. We have to track 6-year
expenditures, and OFM isn't set up for that.

Eliminate requirements that have no purpose in the decison making of the funding process.
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Q1111 (cont.) Satisfaction with preparation & submittal of budget
requests & allotments. (If low) What would you like to see them do
more of, or less of, to further improve?

Interact with the agencies
AsK the agencies how they want the budget submitted and work with alarger user group.

Develop a system that meets the unique needs of different agencies. Like for us, Cost
Accounting.

More interactive reporting to tailor reports to specific needs. Better accessto personnel costsin a
better reporting form.

Would like them to listen to the agencies. They seem to dready have their minds made up.
Redo/develop better systems/eliminate use of mainframe computer

| think in terms of customer service as the group and they do agreeat job. They are consderate,
knowledgeable and dways willing to go out of their way to get the information into the system.
But having sad that, the system itsdlf isterrible. The dlotment system is difficult to use. It's
bascaly an old transactional system so you can't see what you're doing - you can't indtantly see
what your balances are or anything else and when you need to make changes, it'saso very
difficult. You have to do alot of caculations - it's aterrible system.

Get amore user-friendly system, user-friendly, meaning for TAPS system that would have
control, totals and cross checking of entriesto avoid duplication of entries. It would dlow smilar
monthly entries to be entered simultaneoudy. It would provide reports that are easy to
understand and easy to flag errors. It would dlow on-line edit checks, and on-line summaries.
TAPSisan ugly, ugly sysem.

Get rid of the stuff that no one ever 1ooks at.

Get away from mainframe. Particularly in the budget development and alotment process. Go
Windows-based, more user-friendly systems that everybody's used to and has more flexibility.

Develop amodern preparation system. Develop a windows-based allotment preparation system
for statewide use that is user-friendly. They're actudly doing something now - they are
developing the BASS system. So | would say just continue to develop the BASS system.

Make the system less cumbersome.

The system they have right now is cdled BDS and its an interim step and it'sredly clunky, not
user-friendly. | would not have released it at this point. If they had the whole system up and
running, it would be better. But it puts more work on the agencies.

They need to completely redo al the mainframe systems to be more windows oriented, less
cumbersome, and more user-friendly. All the things that users complain about mainframes.

Personnel improvements/training

Performance- based budget needs to be clearly defined. They can't hand out an inch-thick book
and say do the budget. Were getting the people that sign the budget ingtructions but not the
people who are preparing it. We need the right people! What's that game kids used to play where
they're whispering in each others ears? Telephone? Well, that's what's happening here.
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Q1111 (cont.): Satisfaction with preparation & submittal of budget
requests & allotments? (If low) What would you like to see them do
more of, or less of, to further improve?

They have ther duties divided to the point that there's not one person that understands the entire
gpecifics of aproject. Were getting people, (anaysts) giving us bad advice concerning our
account and it's only because they're giving us people who don't understand our account. And
they don't understand OFM either. One hand doesn't know what the other is doing. So they
should get someone who understands not only our account but understands OFM as well, that
would help us. They should improve ther training of their people first. Let them understand who
they are, and also understand our accounts.

Improve customer service

Continue down the path of upgrading the new budget development system by truly listening to
customer feedback.

Q11J1 Satisfaction with time collection, labor distribution & cost
allocation. (If low) What would you like to see them do more of, or less
of, to further improve?

Helping agency systems and the statewide systems work better together so that we have a
complete data set that incorporates specific information from agencies dong with the generic
datewide information.

Right now they really don't have awage distribution cost alocation process a al. What is there
isvery limited and you have to kind of play with it to make it work a al. We need to have an
activity-based cost accounting system to meet the performance measure requirements on the
budget sde, under the state statutes.

Some changes in the training for accountants. There's a disconnection between the people they
train and when the trainees come in using transaction codes and no longer have to use aledger.
They don't have sight of balances and financiad statements, so they don't make good decisons or
know how to gpply what they're learning.

Meet the unique needs of different agencies.

Q11K1 Satisfaction with information that supports financial
management (If low) What would you like to see them do more of, or
less of, to further improve?

Take aleadership rolein financid management role. | would like to see them act more asthe
comptroller for the Sate.

Don't cut our budget requests the way they do. OFM isfeared around here. Therelaionship is
not one of levels of satisfaction; it's adversarid. | persondly have little contact with them other
than usng AFRS periodicdly, but from what | hear around the department, they just chop our
budgets horribly when they get them. In fairness, I'm a (scientist), and I'm not familiar with their
mandates, which are probably quite different from ours. But ill, we do not have satisfaction
where they are concerned.
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Develop a system that meets the unique needs of different agencies. Plus here | would add that
they are very expensveto use.

The system doesn't support our needs at al and we wouldn't want them to.

Q11K3 What specifically has the Financial Systems staff done over
the past year that has made you more satisfied?

Other

They are trying to improve. They are doing their best. It isalittle bit dow; they are security
conscious. | usethem alot more than | did ayear ago.

They have added more gtaff, streamlined more processes, and the workload is not overwhelming
on the staff that supports us and other agencies. It is amore evenly distributed workload. More
efficiency in the operation of the accounting systems. Generdly they do agood job. Therearea
lot of different agencies and persondities. They ded with amdler agencies and it isa difficult
baancing act. Thereis a difference between being with the Governor's office and other smdll
agencies. | have been both and for the smdler agencies, the follow-through was not adequate on
customer service,

Internet/electronic availability of information
Having dectronic transfer system. | can't think of anything ese.

The new automation. The Internet. The generd information that OFM has on the Internet, the
definitions and policies. | can go to the Internet and find it faster. And the budget devel opment
system. Thisisthe firg time they have had it - the BASS system. I'm redlly excited about it.

The way they do monthly reports now; they are eectronic instead of paper, which means we get
them fagter.

| am happy to see them looking forward to automatic travel vouchers and EFT, eectronic fund
transfers.

Providing easier access to data to review systemsthat are on the Internet.

Not just our department but others as well have had better access to them because of their
electronic access to great products.

Personnel/training

In their communications, of direction, ingructions have been greetly improved. They are more
indudvein including usin the process.

They've been willing to talk about training opportunitiesin a much more proactive way. Before,
their training systems where not good and they have accepted that fact and are working to correct
it.

They helped us with the applications technology.

Having everything computerized. They have come up and had training with us on the systems.
The FASTRACK training.

They put on training in the FASTRACK system.
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More information and training.
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Q11K3 (cont.): What specifically has the Financial Systems staff done
over the past year that has made you more satisfied?

Timely informative response
Increased timeliness of information. That is primaxily it.

They seem to have gone the extramile in physicaly coming over here and heping us on some
aress of difficulty.

They improved their products. The new ones are more user-friendly and get the information to us
faster.

They have been working with us. Weve gotten alot more assstance than last year. All our
committees - the BASS, the Ultimate Purchase Systems, the JV payment — are working with a
good group of people.

Moretimdy information. They are cusomer sarvice-oriented and more friendly.

In accounts receivable, we have solved problems that occurred when we first went ont-line. They
have responded well to our requests for assstance.

Friendly/helpful/responses
They are including the dients in development of the financid systems.
Jug alittle bit more helpful.

They gave us access to current numbers ingtead of the printed AFRS which were behind in the
past. So now | can find out where | am rather than where | was three months ago.

They are more responsive and they are using more Web and e-mail exchanges.
Their responsiveness. They never cease to impress.

They are quicker to respond and are friendly and willing to work with you.

Just by making themsalves more accessible, by phone and on the Internet.
Website improvements

They have a new warrant cancellation process that they have apilot project out in, and now it's
avalableto therest of us. It looks good. | like their new OFM Web site with thetraining
schedules on there and al the bits and pieces gpplying to State Accounting.

Their Web site has improved.
Developing new Web based technology.
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Q11K3 (cont.): What specifically has the Financial Systems staff done
over the past year that has made you more satisfied?

FASTRACK-specific mention

The implementation of the FASTRACK program. They have put dl of their financia reports on
CD's.

FASTRACK becauseit appliesto dl the needs, to the mgority of questions that you ask. Mainly
financia management, expenditures and receipts, and it'sin areadable format.

They have come out with FASTRACK and it is much more amenable than the AFRS system.
Amenable in that AFRS has aways been in hard copy, it does not lend itsdf to scanning. Now
with FASTRACK we can sdlect the data we need and save it in an Excd file. We don't have to
re-key in data again.

FASTRACK, the budget accounting.

They've come out with some new reporting called FASTRACK. Also putting reports on CD and
making vendor payments by eectronic fund transfer. That's been a big help.

The FASTRACK system. The availability of information through FASTRACK.
FASTRACK.
FASTRACK. It gives usinformation timely right up to the day.

Their FASTRACK product. The improvements in customer service and their willingness to put
into that product what | need to do my job.Their revised policy and procedures manua is much
better.

Better communication

They've heard you and paid attention to what we have said, and they are putting out an effort to
make things better.

They are increasing their communication with us. That's about it.

More customer input in designing systems to meet customer needs. They are nice people to work
with. They are very pleasant.

They have been able to clarify what's expected in a performance-based budget. So there's more
darity in the gods.

There have been improved communications on procedures and up-dates. Training has been
avaladle.

That computer program has been outstanding and the support from that has been helpful. The
saff that adminigtersit, they're easy to ded with and highly motivated. The program is eesier to
understand and it's an improvement over the old AFRS.

They have demongtrated a better effort to communicate and work with others who are affected
by their decisions before going ahead and just doing it without telling us. They used to do that
big time, with an atitude to go with it.
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Q11K3 (cont.): What specifically has the Financial Systems staff done
over the past year that has made you more satisfied?

Systems; changes/improvements/additions

They help in dlowing us access to their system. Previoudy, we couldn't because of their postion
on the Internet.

It hasto do with the development of the BASS system. Using the BDS in BASS is more user-
friendly than previous sysem.
They have initiated efforts to replace AFRS.

They've developed some new budgeting tools. They're alittle bit more up to date and easier to
use.

They have been updating severd of their old antiquated systems.
They have changed the budget system.

There are better tools for using the information they provide. Better tools, meaning our financia
systems -- BASS plus others and the new budget system. The budget indtructions this year were
very meaningful.

Developing the BASS system and ontline access to information.

Theway that their EFT payment is better, and they have a cancelled check system that works
better. The upcoming travel voucher system works better too.

Development of new BASS system.
They moved forward with a Budget Development System.
Everything is helpful to meto do my job. The AFRS sysem. | useit everyday.

They have added new systems and tried to work out syssems so it is eesier for the consumer to
use. By easier | mean they have added new fegtures so the reporting system is more in-depth to
find dataitems you need. Each individua needs different dataitems and they have made it more
diversfied than in past years.

Changes to AFRS for one thing, and publishing their guide that you need to know the system, the
software documentation. Since the changes, it has hel ped with the AFRS by making the research
easer.

Their budget systems are a great improvement and the work to get Internet-based gpplicationsis
good. But the accounting Sde is still wesk or outdated. The budget systems are more flexible and

itisintuitive. Agencies can teke it and useit. It'sjust very flexible. That's the best thing and the
reporting side of it isimproved too, meaning the reporting tools they've put into it.

They've redevel oped the budget system for both operating and capitd budget. I'm very satisfied
with these new systems. They're much easier to work with, much more user-friendly, and
provide better information.

Systems devel opment to streamline processes.
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Don't know/not sure

| can't answer that - | had no contact ayear ago. But just seeing how they do their job, the
trainers and people who set up the training are real good. Getting the classes we want and

notifying us of any changes are very good.
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Q7H How would you rate OFM overall for helping you understand the
fit between your agency's priorities and the Governor's priorities?
(Comments volunteered)

We are an independent counsdl and we don't report to the Governor or OFM. We are politicaly
isolated by design. We perform caseload forecasts for the council, DSHS, school enrollment and
prisons.

We are alegidative agency.

We are not involved so much in the budget area.

| don't recall anything coming across my desk that addresses that.

High rating of 6 is based upon the work with the budget sections.

We work with the Legidature and OFM is not Stuated to advise us on their priorities.

OFM does not help &t al in this regard.

Q71 Please rate the OFM commitment to helping your agency succeed
(Comments volunteered)

Bear in mind that my interface with OFM is very limited and basicdly only in the financid
Statement area.

They are a7 from top to bottom. The OFM director responds to my director, they send letters, e-
mails and they have been wonderful.

Q7K How well does OFM communicate and coordinate operations
within its own agency? (Comments volunteered)

It does not matter who | talk with | dways get awritten answer back within 48 hours, so it must
be good. Thereisone person | would like to give an 8, (name), heis correct and reliable on
information and quick to help. | would be lost without him.

| haven't noticed any problems.

Thereis adisconnect between the Smal Agency Accounting group and the overal Sate
Accounting group. Each decison is very good but | don't fed they exchange information. | fed
thisis especidly the case between operating budget and capita budget taff.

| think they're much improved.

They don't talk to each other very well.
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Q7K1 Please rate the extent to which you feel OFM has improved the
communication and coordination within OFM within the past 12
months. (Comments volunteered)

It has been very consigtent.
They are improving but they need to go alittle more.

For our agency, the hard copy information aso has e-mail so it makes mefed that | am up to
gpeed in atimely manner. | don't need phone calls but the e-mail helps so much.

They've gotten some new system and they've been pretty pro-active with us.
| haven't seen that much change.

It ishard to say since | aways get good support. | get answers and am not put off with, "we will
have to check."

They changed our budget and accounting people.

| don't have any fed for that.

Q7K2 What would you like to see OFM do more of or less of to further
improve (communication and coordination within OFM)?

Support and serve mindset. This meansinstead of what's convenient for them, they look a what's
being accomplished. | would like to see them do more outreach in terms of identifying budget
problems.

| have redlly appreciated the degree of communication on the Legidature and where they are on
the legidative process. Thisis very much better. OFM lets us know when various budget
sections have passed from one house to another. This has been very helpful. Coordination
between the capitd and the operating budgets needs to improve. They preach it, but don't
practice it.

Just improve communication on the budget between the budget area and the accounting area.
There needs to be more sharing of information.

Better communication with the agencies, a better budget system, and keeping budget analysts
assigned to one agency for longer periods.

Be more open with agencies in accounting and budgeting.

More working with the agencies means more of a hands-on role, more of an advocacy role.
Sgnificantly less turnover in andysts would improve things

When they have changes to the manuas, notify us of the changes, especidly sinceit ison-line
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Tak to each other. The accounting and budget division need to count on each other.

Some closer coordination is needed so the left and right hand know what the other is doing.

Q7K2 (cont.) What would you like to see OFM do more of or less of to
further improve (communication and coordination within OFM)?

| would like to see ther financid systems be more useful to agencies. Ther financid systems
basicaly are not useful in managing finances, the sysems are just useful for counting beans.

| would like their systems to accommodate the unique needs of different agencies, specificdly,
their financiad systems. They do not provide any Cost Accounting capacity that my agency
needs.

Increase coordination between the policy and budget office - these appear very digointed and not
in sync.

Budget and accounting consultants, the systems tend to be valuable for OFM, not ours. It makes
their lives easer, not ours. The form of the reports and the kinds of queriestend to help OFM,
they do not reduce the number of reports that we need. The bienniad budget is voluminous, we
have to produce it and enter al the data for our own use, in addition to meeting their needs. The
end product doesn't get it asfar as they want. Not to blame. Asacitizen, the budget is extremdy
complex and costly and the value is debatable. Like to see the cost of producing the budget for
agency, OFM, and Legidature.

They need to return our calls. When they give us deadlines, have someone there to answer our
cdls.

A gronger role in Satewide reporting and agency information is needed. Helping agencies with
their systems more centraly, giving better guides centrdly, and how agencies can use that
informetion.

They need a better accounting system. People are usudly friendly so | don't have a problem, but
| have been here along time and | know alot of people.

It would help if they understood the business of the client better. They've had in the past 3
different andysts every biannua. When we have to teach somebody new it takes 2 yearsfor him
or her to absorb it and by the time they get it, they're gone. Before, we had someone for 10 years
and that's on the budget side.

From the Budget group | would like to see more newdetters or e-mails Smilar to whet the
Accounting group puts out.

| guess getting to know the new players, and they are dl virtudly new in the last 12 months.
That's the capital budgeting section. Coordination is needed between the operating and capital
budgets. | know that is a stated god of theirs, but | will state it again here.

They need to have better internad communication regarding policy changes from top to bottom.
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When they meet with the Governor and policy changes, they need to communicateit to al
andyds.
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Q22 What one or two things, if any, has OFM done over the past two
years that have been of help to you or your organization?

Other

The consolidation or the presentation of a spreadsheet for payroll reconciligtion soit'sdl in one
place.

The most important is consolidating different reporting sysems into one.

OFM hasfacilitated ways in which the college borrows money from the date.

They asssted my organization in obtaining its capita gppropriation in the 1998-99 supplementa
session, the long session. (Stated dollar amount.) They have been very supportive of the college
inits capita needs.

They have been agreat help to me. | work in the payroll department and they are helpful a year's
end. They are pretty much the ones | turn to. | am very pleased with the two people | work with.
| have alot of respect for them.

OFM distributed information on 601 revenue limits. Also, the dectronic Internet payment
processing.

They've just helped us alot more than in the past. The assstance they provided ismore thanin
the past, and we are more knowledgeable about what they can do for us.

The pocket data book is very convenient and handy.

Follow-up on annexation certificates has been very hdpful.

Electronic fund transfer for taff.

They have worked with usin designing a solution for us in statewide data collection.
Implementing the EFT process.

Attention to agency management fees.

They have automated some systems, like the BPS and PMTES.

| haven't seen the data yet, but they added a couple of questions on disability to the state
population survey.

The controller does most of the relationship with OFM. She does most of the contacts and we do
little. So, redly nothing to say.

Like it when they come out and audit. | think that's greet. It keegps you straight and that'swhy |
likeit.
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Coordination, getting people to the table; help interact with legislature

Effective coordination with legidative leadership. I'm very happy with where the budget process
dands vis-avisthe Legidature.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

Working with us in understanding our tough budget issues, our budget request to the Legidature,
helping us understand how to work with the legidative staff, and advocate for us with the
Governor and Legidators.

Providing guidance, assstance, and support in the development of mgor legidative proposas.

We request information from vendors and OFM automeatically mails them out and | don't have to
go pick them up. And the dectronic funds transfers has been helpful.

The budget reports and legidative budget bills. They're timely and we are given notice asto
when they are available.

They improved the information systems and their increased communications for legidative and
budget matters. They improved information systems with the development of the Web
goplications.

The Budget office has sent out e-mail on what is hgppening in the Legidature and it isthe best
thing they have ever done.

They've hdped me find policies to perform my vaue engineering sudy. They dso assged in
determining policies for congtruct-ability reviews study. They don't normaly do that

They have been hdpful in defining recently passed legidation. Generdly the less they manage

the more effective we can be. It ssems like we have an Attorney General assigned whose
question is, "How can | help you accomplish what you need to?' But OFM ismore like, "How
can we keep you from doing what you are supposed to do?” The Governor is very helpful but
OFM seems regulatory and controlling. When OFM comes calling, | don't know anyone who
says, "Yippee, put on the coffee pot.” They are to be commended for asking these questions, and
| hope that change will happen. It isavery influentid function to improve public service.

In the last two to three months they revised or |obbied against a couple of laws that were
obnoxious and got them amended.

They have helped to explain complex issuesto Legidators and Legidaive Saff.

Providing good/credible/unbiased/up-to- date information

They have given us information on how we handle or code a particular action. They have helped
us. Theinformation is mostly accurate, dthough there have been afew cases where it was
inaccurate.
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They have provided us with the population data. Also we're working on a joint research project
together.

They have updated their inventory policies and smplified them.
They give us quick response to questions we have and they show willingnessto help us.

They provided a persond explanation of the methodology of estimating annual population and
certification of annexation.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The enrollment projections have been helpful.

They provide current information so | can apply it to my job.

By answering our questions.

The data they provide is extremely useful for forecasting purposes.

They have been hdpful by darifying and streamlining county assessments and darifying OFM's
rules for dlotmentsand FTE's.

Just recently they explained the estimated trending for our county.

They have recently amended the worksheet we use for forecasting so it's more user-friendly than
in past years. Also thisyear they have provided data from the previous year right on the form,
which is hdpful.

They have sent someone over here to help explain the bookkeeping to me. That's the important
thing. They sat it so | could understand it.

Knowledge/expertise of personnel in their specialties/ leadership

We have dways found persond services very hepful in solving problems before they occur. We
have a good rapport with them.

They have hired an education andyst who is very open and accessible.
Helping us understand IRS procedures and policies.

They provide good support for the audit function. Their information istimely. They have good
working knowledge of agency's accounting systems. A lot of them are former auditors. They
understand the types of problems that state accounting staff have and can help them.

(Name) is dways available to answer questions.

They droveto (city name) in inclement wegther to give a class on census taking for this area
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The mogt impressive is the effort on management's part to listen and try to make improvements
suggested by their employees.

| can think of nothing unusud or specific. I'm pleased with the help | get from the Financid
Systems people. They do the best they can. I'm pretty happy with the fact that they're thereif you
need to get someoneinto training or if you have aproblem. They're responsve - so I've had some
good experiencesin that area.

OFM has help with the vendor table report.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

Smooth, fast, direct processing of information

They have streamlined our financia reporting and the reports we get are far better than ten years
ago.

Just being available to provide data and explanations for the forecasts.

They have answered our questions right away and found the answers for us. We are kind of an
outside agency.

Policy directiveness

| had a person in the policy areathat supported my program when others weren't. In fact he
probably saved my program.

They have been respongve to working with us and have been acting as an intermediary between
the IRS and state auditor offices.

They have helped with the interpretation of OFM palicy.

Accounting/AFRS/ADD support and information

The AFRS. They keep improving it, which is good. We can get easier accessin preparing
reports. We can construct more reports easier now than it used to be.

The new systems - the accounts receivable, the budget system that they redid, and the travel
system, which they are currently building. They have put regulations and proceduresin plainer
English. Their management cares more that their decisons affect al agencies based on good
business sense.

| think the AFRS report has helped me with what limited stuff | do withit. FASTRACK has
hel ped me too.

Updating of AFRS reporting system has improved significantly.

The new accounts payable/receivable system has been aplus. Also FASTRACK has been abig
help even though | don't useit.
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| think they've improved their capitd planning efforts; they are more receptive to our idess.

They are doing a system right now to make AFRS systems and the way you use it better. And
they work closer with usin doing what they need. FRIP - for financid reporting improvement
project - that's the project!

They've helped us get on AFRS and Centrd Payroll System. Their customer service
representatives have improved. Two individuas, onein the budget office, have excdlent
customer service. They are knowledgeable, very responsive, courteous, concerned and
informetive.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

AFRS is a mainframe and antique system but has so much momentum thet it is hard to replace.
But the agencies have an AFRS batch interface, which has an unlimited potentid. We used to
have to re-key. We now do the accounting and then re-enter it to the computer. They are
extending the AFRS indefinitely. Also FASTRACK, which is designed to improve reports over
the Internet. Thisis good and an improvement.

They've improved the screensin AFRS. They made them more user-friendly.

We work with the small agency compliance service. They do the accounting, vendor payments,
payroll, and budget. They make sure everything is done properly.

Producing AFRS reports, or providing the information for the reports. | guessthey don't actudly
produce them; they just give us the data.

AFRS hasimproved by being easier to use.

(Name) prepares reports on fund balances, revenues and treasury accounts. Those are vauable
and timesaving. OFM budget staff takes a great dedl of interest in our program. They vist our
gtesto come and look at our program.

By hdping to darify IRS regulations. On the Accounting side, they've helped interpret what IRS
requirements are.

Accounts receivable project was good. They revamped some of the Policies and Procedures and
got rid of some of the antiquated data and made it more user-friendly.

They put the AFRS report on CD and reorganized the Policies and Procedures manud.

They asssted with AFRS tranamitta to find an easier way to transmit my data. | know they've
answered alot of questions for me about travel issues.

We have gotten their reports and their willingness to ook up reports regarding accounts payable
IS greet.
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Budget process/information/assistance/BASS system

They put Policies and Procedures and the budget stuff on the Web sites while making accessto
getting what we need quicker.

The new BASS systems look pretty helpful. | haven't gotten fully in to them, but they look good.
And they put Policies and Procedures on the Internet. In addition, some of their IRS-related
training has been good.

Better budget briefing and good staff, specificdly in the nationd resources budgeting section.
The BASS system being online and being current, that is the main thing.

They greatly improved the budget instructions this year, from what | am told by others closer to
that process.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

They have this new capital budget system, CBS, it isweb-based. Another thing, they are very
involved. They participate excellently in the planning of some of our projects. That's very
important to the results of our projects. Give them a seven there.

They're most helpful in areas where we're talking about needs of the program and putting
together the budget

The new BASS system.
The new budget program is helpful. WARP is helpful, meaning easier for usto plug in the deta,

They've developed a new budgeting system. We haven't used it yet, but | think it'sgoing to be a
great help. It'sgoing to make it easier to do budgeting.

BDS,; budget development systems.

The Forecadting Divison and their publications have been helpful. The chart books, the
information for the Budget Division, the one for forecast andy<t, 601 issues and the Governor's
program 98-01.

They provide budgeting assstance and guidance as well as assistance with regulatory reform and
policy development.

They provide good budget information.

Training that they provided on the new BDS system and the technica support weve gotten from
the FASTRACK have been very helpful.

We get advice dl the time from Accounting. The Financid Systems Group came over persondly
to help us out.
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The new Budget Devel opment System has been quite helpful.

They developed the Budget Development System. It's dl Web-based. It's a system where you
can prepare your budget now without using it. They have developed asystem that isan
improvement over their prior BPS system. They changed the ook and readability of their
accounting system.

The computerized capita budget program.
They have streamlined the Budget Development System, the biennid budget.
Assstance with supplementa budget planning.

Reconfiguring the Accounting Policy and Procedure manual. And it's yet to be seen if the new
budget system is an improvement; well find out this summer when we useit.

The BASS system. | haven't used the BASS systemn yet but | have had training and | can see how
it will be eesier.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The accounting system they set up. The SOLOMON system

They have the new budget system. That's toward a better fiscal note process. | think their Web
pageis good. They have alot of manuas and they're dl online with just anything you want.

Through it's budget priorities and budget, our college benefited in that we have not faced cuts.
There have been exercises to look at cost savings but we have held our own when others havent.
We have our say and they have theirs and however it fals out.

They have been of the greatest assistance with the budget. We had revenue go away with 1-695

and they asssted with replacing the revenue. They do aredly good job for the (customer name).
| am redlly pleased.

They have kept the books. AFRS.

Thefirg thing is the degree to which they are providing information on the budget process as the
Legidature works on it. The second is dlaifying the budget indructions. Clarifying, by making
their expectations alot clearer, to help us understand what they need and why, and aso how the
different components link together. The strategic plan is now the driver for the budget and is now
very condstently and clearly being incorporated in the budget ingtructions.

The creation of the new budget system, BASS and BDS.
They have streamlined the budget process and made it more user-friendly.

They have expanded the number of tools available to our agency. Such as BASS, FASTRACK,
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and the accounts receivable system.
The development of new budget systems, BASS.
The budget ingtructions have improved.

The avallability of the BASS system and the version reporting systems within the BASS system.
Another improvement is the submisson of fiscd notes via dectronic mail.

They have given assstance in developing the supplementa budget.
They've actudly gotten better at providing financid information about the budget proposals.

Just the advice and assistance they give usin preparing budgets and helping us keep track. That
is, keeping our figuresin the right categories and helping to keep the budget straight.

Moastly by providing immediate budget information and secondly their servicesto smal
agencies.

| think the new budget development system looks good, dthough it hasn't been flight-tested yet.
It looks like it should be an asst.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The new Budget Analyst. When they tried to St down and learn about the agency, it enhanced
communicetions.

The Small Agency accounting has taken over our budgeting and has done just a grest job. We
have afull time accountant that left and they stepped in doing a better job and costing us must
less.

The new BASS system has been helpful in doing alotments and decison packages.
They have been helpful in the development of the new budget system.

Up-dating the budget system, interndly, and | know that there has been alot of work with OFM
onthis.

Probably our Budget Andyst and her technica assstance, because athough we are not genera-
funded we do have questions that require her help.

They changed some of the budget process and made it alittle easier for us to make our budget
submittals. They have made monitoring requirements much easier dso.

The budget workshops have been helpful.
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Forecasting methods/formats

Their respongveness on growth projections. They have dways been friendly.

Growth Management Population projections have improved. They provided us some
documentation and that improved how we look at the numbers. The data didn't improve but the
documentation on their methodology improved.

Manuals/written instructions improvements

They have served as atool to look up policies and procedures.

They were helpful when they re-did SAAM manud and when they implemented FASTRACK.

Putting the procedures and policies online has been atremendous help. The SAAM manud.
That's the adminigtrative manud. It's online now and it wasn't in the past. It's hel pful because
everyone in my agency can look at it now at their desk. We don't have to hang on to the papers
that are sometimes crumbled, old or worn out and passit around the office. Anyone can accessiit
from their desk and we can bring up the travel reimbursement, which were concerned about as
well. Each of us can do that from our desk.

They have been good & maintaining statewide Policies and Procedures.

1. The reorganization and re-writing of the manual, meaning the procedures manud - financid
and adminigtrations manua (SAM) 2. FASTRACK - which is basicdly two forms online form.
Thereisa CD which isavailable to each agency.

The eectronic fund trandfer is hepful. Also, they put the Policy and Procedures manua out on
the Web site.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

1. The SAAM manud being Web-based. 2. The BASS system.

| think one of the best is reorganizing their administrative manud, which they call SAAM (date
adminigrative and accounting manud). They cut out alot of duplication, tried to put like things
together, and generdly cut it down some.

They are rewriting their policies and procedures manud to put it in amuch easer way to locate
things and read them.

They smplified the Accounting manud. It was amgor edit that was hdpful. | don't know if that
was two years or not. The years seem to fade into themsdves. It is smplified; they cut down the
volume and made it essier to use.

Revisng SAAM, the statewide accounting manudl. It's easier to read and it is understandable.

They crested anew SAAM manud. The new OFM index is helpful. They put their SAAM and a
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lot of other information on the Internet, which isredly helpful for us. They provided some IRS
information and training.

The new OFM manua has been very helpful. They restructured it. It's very easy to find things
now and it's easier to use.

Putting the OFM manud online.

By redoing the SAAM manud. And they have answered some individua questions | have hed,
by phone.

Putting the Policies and Procedures online has been one of the most helpful. The trave directive
is being written. | have heard good things about this, without seeing it.

When they put their adminigtrative and accounting manua on the Web site.

They have diglayed SAAM, the Statewide Adminigrative Manud. They have displayed it
online.

The computerized policies, that's what | used the most. They are easily accessible and up-to-date.

They put the manua online. And I'd just like to say that generdly, they give good service and are
responsive.

The SAAM manud. It's so much easier to find the policies and it's more accessible. The OFM
Internet home page has been ared bonus. It has the Director of Staff, the link to other finances
and budget, and the SAAM manud is bleonit.

They redid the OFM manua the SAAM manud. It's online and easier to access.

We get the Policies and Procedures. We occasionally have to ook to see what is needed for the
reports we need to send out and that's very helpful. It's easy to ook them up using the software
instead of crumbled sheets of paper.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

They have made the information more accessible with regard to the manua and procedures. We
don't haveto cal people. More training had been offered now than before. Technology has
helped so much. We can get reports and budget information online, instantly. We used to have to
wait for hard copy. Technology has helped so much.

The re-writing of the SAAM manua has been helpful.
First of dl, they were hepful by automating the Policies and Procedures manud by putting it

online. And the second thing isto use the federd travel rates. So as soon as the Feds change we
can change and we don't have to wait on OFM to massage the data.
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I'm going to go with SAAM, the statewide accounting manual. Getting this product actualy
delivered made dl the difference in the world. And | have a second one. | believe that training,
the qudity of the training that OFM has offered over the past two years, has improved
immensdy.

Training/seminars

The statewide vendor system and the offering of classes. The automation of warrant
cancellations has been nice.

They have come out to provide training for annexation and they have been very responsve to my
cdls.

The classes they provide have helped me. The AFRS classes, ordering reports and they have
provided us with adirect lineto Olympia. It's a dedicated line so we could do AFRS financid.
Another isthe FASTRACK. It has made it easer to get the financid information. It has fixed it
S0 the report is customized to our needs.

Training classes for the new BASS system.

The classes they held for making us aware of our boundary lines and how to caculate so we
didn't miss any people in the census.

We had that training on new travel procedures.
Training that they have offered has been hdpful.

In my previousjob | had alot of contact with the Capital Assets Group, and (name) was fantastic
in his support of those working with him. The training courses have been extremey well
organized, well presented and helpful to mein my new position.

Theissue of taxable fringe benefits traning that they did in conjunction with IRS. And dso the
SAAM manud.

They offered agood training program for enumerators.
They have hdped with quarterly taxes and offered a class on that.
Ther training is gredt.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

Thetraining is very, very good and they seem to be on top of thet. | have been here nine months.

One, would be face-to-face problem solving which is unique to our agency. Second, would be
specific training now that they've started for (customer), which will be unique for our accounting

department.
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Offering more training. More ble training. It used to be once or twice ayear now it's
quarterly or monthly.

Training and information in regards to FASTRACK and AFRS.

Lots of training, which is helpful for DSHS. But |, myself, haven't been able to get avay and go
toit inthe last couple years.

They have done briefings to their Budget staff on what we do, and that helped us through the
budget process because we are talking the same language. Second, based on understanding our
agency better, they fought for and actudly obtained line items that we wanted.

Oneistheinditution of traning with the IRS. The information in training that could be applied
in apracticad manner in payroll helped us keep in compliance with Federal and State laws. The
second was the development of the reconciliation spread-sheet. All agencies weren't doing the
reconciliation shegtsin the same manner.

They have offered better training classes.

Number one would be site-specific training, where they come here. Number two would be the
FASTRACK technology.

The classes they provide and their persona help on the 941 reporting
They have anew training program.
The training they provide on how to utilize their products is helpful.

They have been arranging gppointments to comein and go over how to fill out formsfor
population or, | should say, give us the formulas we need to do them.

FASTRACK-specific mention
The FASTRACK sysem is very hepful.

The new FASTRACK system has been redly helpful.

By improving management reporting through FASTRACK, and doing budget procedures over
the Internet.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The FASTRACK made our job much easier. That's number one, and the second is the support
we get from AFRS. They incorporated it ayear aand half ago. Even though | just moved over to
fiscal and have not used it as much as| did in computation, we never had that tool before. In
addition to the implementation of it, they are congtantly up-grading it.

The improvements in the FASTRACK and AFRS systems and tailoring them to agencies’ needs
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and requests have been helpful.
The FASTRACK budget accounting is helpful.

Again the FASTRACK system, and | see more of an openness and cooperation in helping
agencies meet Agency and Governor issues for technology. By that | mean their opennessto e-
commerce.

FASTRACK. It's provided information more readily and quickly. It has allowed usto track
vendors and track by categorizing. It alows usto identify each vendor and how much were
spending on each vendor.

FASTRACK. FASTRACK isasystem where we can easly access information for other
agencies. They give us accessto it SO we don't have to ask the agency for data every time we
need afinancia report.

Developing the FASTRACK. It has help me becauseit's easier and user-friendly. | can get what |
want when | want it.

FASTRACK. It'saquantum leap past AFRS, asfor asthe AFRS report they use to send out. It's
better, quicker and easier to use.

The FASTRACK system. It makes tracking the budget a much more timely task.
FASTRACK.

FASTRACK sysem isvery hepful.

The FASTRACK. Being online makes it easier access to data we need.

FASTRACK development, and we are able to access accounting information online. Also with
that we can use the Internet to access that information.

They have the new FASTRACK systems and AFRS reporting system.
FASTRACK and the BASS system.

FASTRACK.

FASTRACK isabig plus. The new Budget Development System.

Ingtigating the FASTRACK program, that has been mgor.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The FASTRACK system has provided us with information that is not available to everyone, but
makes our job easier. Overdl, they have updated some systems such as budget information,
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which isnow clearer and helps al agencies.
Implementation of FASTRACK iskey factor. It dlows employee to track budget better.

FASTRACK. Better accessto information. The ingtructions are better in tying the scorecard to
the Strategies.

FASTRACK and the performance measures system. It means that everything is more autometic
makes it eeser and faster.

They now have FASTRACK reporting and the warrant cancellation process.

Obvioudy, the development of FASTRACK. It helps us because we have a better way of
knowing how our spending is going, especidly on payment of outstanding bills and making our
vendors happy.

They ingdled the FASTRACK. That was helpful because it made it easier to get accessto
numbers we need to make current decisons.

They have developed FASTRACK accounting system. It is a better way to track our budget. It
has been a mgor pain because everything is so far behind.

Technicdly it would be the FASTRACK system, which isahuge plusfor us. We need to
manage multiple funds. It gives us quicker access to financid informeation.

Implementing FASTRACK. It isacomputerized system so | can get financia data more timely. |
can aso get information as to changes to policies and procedures.

They have clarified travel policy for locd trave. They listened to alot of comments on
FASTRACK and improved it.

They put on anew product for displaying expenditures caled FASTRACK and that is probably
the number one thing. | am new to state government.

The FASTRACK isredly athing I like. Electronicaly, they have cut down on the paperwork.
Also, the training classes are helpful; | like thet.

FASTRACK and better communications. The accessibility of the Budget Andyst is good.
FASTRACK.

Travel system-specific mention
The OFM manud has been helpful, dong with the trave regulaions.

They have been helpful in travel regulations and in the area of contracting out for consultants.



Other Executive Level Questions
Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

Deveopment of atravel voucher system that is coming online. Another would be
implementation of reimbursement of travel expenses by dectronic funds transfer.

The new automated travel voucher system. We are one of the pilot agencies for that. They
updated some of the format of their materid which made it easier to use and quicker to get
information out.

Census information/training
They have helped me through the housing unit and population report.

They have provided census workshops, which have been helpful.

Development of their Web page and development of BASS.

They areredly hepful with our census and estimates. That isimportant for looking ahead.
By providing yearly census data.

They have been helpful in policy assistance and in context of ambiguities of the Growth
Management Act. They were dso hepful in planning for implementation of the 2000 census.

They helped us with our census. There were telephone cals we made to them and they made to
us 0 it was helpful in answering technical questions.

Development of new systems/technology

Weve been working on an automated license issuance system, of which they have been very
supportive. They have been very helpful.

They have done a good job updating the systems.
They have alowed us accessto their systems.

Customer Service has done alot of work. By reducing the work flow, providing systems, and
producing new productsit has saved time for the customer.

They recently developed a new application that helps us. It is seamless with very little paper
work.

The development of systems like the BDS and the Capital Budget System.

They are re-doing the sysems. They have redly improved and continue to improve
communications. They're getting information to us faster now dectronicaly.
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Population division
Find their population forecasting models quite hepful.

| really haven't used them other than the Population and Forecasting Group.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

They have been helpful in getting the forecast of population we need. And when you do get an
answer, it is authentic.

The only thing redly is providing annua population estimates.
They're hdpful in verifying our population estimates.
They have been helpful just by providing population numbers and forecadis.

They help with the Economic Trends Reports, Indicators Reports, and the Population Forecasting
Updates they do. Even though we take them with agrain of dt, it'sadtart. They are pretty out of
touch asfar as our part of the state goes.

The Population and Forecasting Division has been very helpful in coming up with population
numbers, and dso in getting some budget issues through the Legidature on behdf of the county.

The Budget Divison has been preparing them for the Legidature. Also | should say that | find
their datavery rdiable, and | have ahigh leve of confidenceinit.

Every year we do the population so that isextremey hdpful - their information on population is
hdpful.

They have provided the 20-year forecast for Washington State Population. They called in
advance on the preliminary forecasts and called to discuss the assumptions for the population
declines.

With the State Population Survey, we have contacts with individud staff on issues rather than
gpecific products.

They help us with data that provides population estimates.
They gave us more time to complete the forms for population estimates.

They are very helpful with the population count. Some of our employees have found their
forecadting very hdpful inthe racia breskdown of the city.

Jugt in hdping me figure my budget revenues, and trying to get an accurate account of the
population each year. Also in helping me forecast the budget.

They have provided accurate popul ation forecadts.
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They are very good at explaining and helping me with the population esimates.
The current population survey has been very helpful.

The population estimating process and, in generd, the financid information and anayss have
been hdpful.

They have given population projections. Just usng them in program planning.
Providing the Annual Population Estimate and Annua Population Forecadts,

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The data on the population. It's useful in forecasting our population and tracking our growth.
Providing population data that is very useful and accurate. The data book is helpful as well.

Personal service contracts
They have provided the Persond Services Guide. It provides a pretty streamlined contract if we
wanted to useiit.

Publishing the persond contracting rules and regulations. Refinement of the capitd plan
requirements.

Information on Persona Services Contracts and Budget. | congder this pretty much normd, but
we work with them dl thetime. It is pretty hard to pick out one or two things. | have had very
good relations with OFM in the past few years. Accounting has dways been good, and Budget is
good now.

They have assisted us with Personal Services Contracts. We're able to call and get information,
and we appreciate their guidance.

The Persond Services Contracts and budget alotments have been hdpful.

Payments/disbursements
To AFRS, the vender payment process, travel and fringe benefit training.

Technical assistance
They have given us help with completing surveys.

Their technology group was extremdy helpful in getting our new computer system set up. They
do avery good job, at least the persons | ded with. The working relationship with the Persona
Services Contracting Group is excdllent.

They've been extremely responsive to questions I've had. They are courteous and pleasant.
Customer service has been good, responsive, and ble.
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They have helped with personnel advice and to help us better understand policies.

| can only spesk for mysdlf, and that would be the technical assistance and population
projections. One way is by producing the figures themselves. The other is technica assstance for
completing the annua projections for our jurisdiction.

They have been avallable. The technical data that is assembled has been extremely useful to us
for planning purposes. The income data has been ussful to usin planning for utility rates.

They have redly provided technica support with our controller on closings at the end of the
year. Generdly, they have been hdpful.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

We have gppreciated their technical assstance. Anytime we cal they give us answers and they
have provided contract training. They've created the FASTRACK program which | use every
month to update my numbers.

They visited our agency to assist in the budget development process.

They have hdped us work through processes involving technicd difficulties.

| would say just their technical support.

The Accounting Divison has been very supportive with their technica advice.
They have helped our accountant with technical support.

They have given assstance in determining federd income tax requirements.

Technicd assistance from the Accounting Divison. What | mean isthe hep they providein
choosing the correct codes for entry into the statewide accounting system.

Consultants/consulting
Reorganizing the Accounting Consultant staff.

| have avery proactive hepful Budget Officer or whatever they are cdled. They notify me of
things going on. They kegp me informed, and they are willing to help. They are responsive, |
guess.

OFM Budget meets with the (customer) monthly to go over issues - | think that ongoing
consultation is probably one of the most valuable things OFM has done for us.

Satidicdly it isacritica dement for planning, growth, grants, utilities planning, and the
datistics that they use have been very accurate. (Name), who runs OFM, has been terrific.
Overdl OFM isagresat organization. | ded with al regulatory agenciesin Olympiaand OFM is
terrific. (Name) is very hdpful. | am tickled pink with them.
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The Smdl Agency consultants group in particular, (name), who is very resourceful,
understanding and redlly cares. The second thing is | appreciate the frequent information | get
from Population and Forecagting dthough it is il lacking in terms of diversfied data. My
agency is very dependent on datistics.

We did an annexaion, our first annexation in 15 years. They were helpful in that | had never
done one, and making sure | had the correct documents and other papers.

Getting input from agencies

They have worked harder to work with the agencies on a persona leve. Like we have alot of
systems that are weird, not norma. In other words not al agencies are the same. They are
starting to redlize the uniqueness of different agencies.

They have actualy tried to understand the business we are in and to understand the OFM
Pprocesses.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

By contacting us persondly to try to explain things.

The leadership has showed strong support for usto achieve our gods. Stuff like supplementa
budgets.

They just support our systems.
OFM has supported us in some budget initiatives.

One, the Budget Analyst adopted more of an agency perspective and a cooperdtive attitude as
opposed to "just say no" attitude.

They are very useful in arbitrating between agencies and in pulling together basic information
that we need.

They have opened up communications between the agency and the andysts. TAPS has been
improved. It iseasier to get in and out of. AFRS is more current and timely. They are now run on
request. We used to have to wait forever on requests. We are very pleased with them redly.

| would say they're trying to become responsive to agencies needs. We are in higher education.
For afew years, there wasn't information in OFM in that area, and is getting allittle bit better.

They provide agood buffer between us and the other agencies for which we sometimes forecast.
They provide aleve of technica expertise that we can't get anywhere ese,

Intranet/Internet/online information/web page

Just recently they went to eectronic forms for purchasing things from state agencies centrd
gtores. This cut down on paperwork quite abit aswell as cutting down on the cost and time for
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paperwork. It isagood system. It saves taxpayers alot of money.

Thelr use of eectronic mal has been an improvement. Previoudy we would have to depend on
persona information or do telephone tag. With e-mail you can reply immediaidy. They dso are
making a conscious effort to be customer-oriented.

Going online, 30 we have the most current information has been very helpful.

Again, it's the best product we've got. Asfar aswhat | do, it isthe fact that the data book is
available dectronicdly. They have dl kinds of terrific reports online. A good portion of my job
is responding to anumber of inquiries that come over on the Web steand | useit alot. They
have piles and piles of redly greet information on the Web ste. That's the one thing they put out
that redlly impresses me and | use it congtantly.

They put the manua online, and | may be anticipatory here but | understand the Travel V oucher
System isjust about to get up and running, so I'd say that is another one.

The Web ste. Having the satistics available online has reduced my contact with the agency
becauseit'sal right there.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The Policies and Procedures that they've placed on the Internet have been very helpful.
Information is easier to access. We don't have to get those pieces of paper anymore or pass them
around.

The format; the way the information is presented and is dectronically accessble.

Revisng the guide on persond service contracting. This helped provide darification on the
invoice payment process. Providing information on the Internet has been hdpful.

One, isthat they are keegping us current. Two, isthey are giving usalink to aWeb ste to keep us
with timely information. We work with awonderful group of people. They have used e-mail to
keep us current. They send us email while were in sessons or meetings. So now we have
information as we're doing business, workshops, sessions, or meetings. We get it asit happens
and that's been helpful.

The SAAM manua on the Internet. It's out there and you know that the procedures and policies
are up-to-date. The layout isredly nice.

Moving the systems ouit to the Internet systems has been agood help. The FASTRACK system
dlows usto pull information in the way we want to pull it, especidly in ad-hoc reports.

They made things more available through the computers like e-mail and Internet bility.
This has been very helpful especidly snce I'm in Settle and they're in Olympia. It redly hepsa
lot.
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They've smplified the budget process. They put their policies and procedures online so they are
updated more easily. And they have familiarized themsalves more with our agency's issues o
that they can be more helpful to us

They improved their Web site by adding information we need in financid arees.

They're gtarting to work with the Internet and Intranet system and FASTRACK. It helps me by
getting the forms from the Internet rather than walking over to get them.

The newer Web-based systems available to agencies. We are pleased that agencies do not have to
deveop their own Web-based applications.

Putting the State Accounting and Administrative Manua on the Internet.

They have put their policies and information on the Web, including newdetters, executive orders
and Smilar Suff.

Timely. Dueto their online products we now have dectronic access. Secondly, we now have
fewer two-day suspenses.

They made more information ble through the Internet, which is very convenient.
Generdly, overdl, | have not received any bad service from OFM. Overal they are very
courteous.

OFM hasfindized some Internet applications. The Policies and Procedures are helpful. | like
their accessibility over the Internet.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

They have given me the most current numbers that are not necessarily on their Web page. The
Web page usualy goesto April of the previous year. When | call, they go back to November of
that year.

They put their Policies and Procedures online.

They have been helpful by using an Internet-based system for sharing information.

Internet communication: email and the Web have been abig help.

They are responsive and more into customer service and the embracement of the Internet.

They've put dmost everything on the Web that's of hep. By putting things like the manuas,
budget manuals, palicies and procedure on the Web it has made things easier to access.

They have worked with us extensvely on e-commerce and the utilization of credit cards. They
have worked with usin helping communicate our budget concerns to the Legidature. They have
taken time to understand the agency's strategic concerns, which makesiit easier for them to
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understand our concerns and to communicate our budget to the Legidature.
Moving their products to the Web has been the biggest improvement.
| redly like their Web ste. People seem to be more accessible than in the past.

Generdly, we like the frequent communications via e-mail. Although | have not used it, the
movement that they're going toward is a Web-based system. Y es some of that has Started but its
not completed as yet.

They put data on the Web ste that we can download.
They put the travel regulations on the Internet for easy access and congtant updating.
They have developed online access to information.

The use of the Internet for budget information i.e., Winsums, are available on the Internet and
funds and accounts manuas that are available on the Internet.

They made the syslem more user-friendly. It used to be apain to go and correct an error, and
now it isnt. We are aso able to look up things online.

By putting their manuas and other information on the Web. We now have better accessto
current information. Because of that it makesit easier to get updates.

Easy to access information on the Internet.

The posting of Policies and Procedures online was aredly good thing. Indirectly, we have State
Board and the Center for Information Services that deal more directly with OFM and passaong
the ingtructions and information to us.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

| redly do gppreciate ther Internet information; that's very helpful.
They bring information on their Web ste and didtribute information ontheir e-mall.
The main thing is putting online the OFM manud, the Policies and Procedures.

Change is being noticed/appreciated for soliciting feedback/Policy manual
upgrade good using multiple channels of communication

| think they've improved the informetion we receive. Reports and budget instructions are more
accurate, easier to read, and easier to understand.

There are improved communications. They have put alot of information on the Web, so thereis
easer accessing of information.
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The updating of the Policies and Procedures. They took out some of the funny language, but it
gl could use cleanup. Y ou can't get around some of the legd technica language even if you try.

Both the change in attitude of the office to be more customer service-oriented and their revisng
the budget system have been grest.

There has been a change in attitude and working with the customer.

There has been improvement in customer service overdl. The overdl direction has been more
focused towards the customer.

The improved contact and the improved customer service have helped. It was never bad, but it is
better now. They have done agood job at reaching out, soliciting ideas and comments on
revisng the fisca note process.

OFM's gtaff continues to be helpful, honest and they attempt to do the best job they can with the
information they are given.

They have been improving communications between agencies with e-mail and data systems.

Therésalot of work they are doing that will someday be very useful. They have been sending
out the minutes from their meetings and they are more open. That's aplus.

They've become much more customer-friendly. Just in the generd way they do business. In
times past they told us what to do. They till do that, but now our needs are considered in the
decisonsthat are made.

There has been improvement in the qudity of people we are working with, specificaly the
Budget Andyd for DOT, they are ble and knowledgegble and | give them very high
marks for this.

The change in attitude from the Budget Anayst, more customer service-oriented. The former
andyst was amicro-manager. We are learning what we can do and how they can support us.
Secondly, the availability around the Y 2K issues. We had separate concerns but we got a couple
of critica things resolved.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

The OFM isnow listening. They are more receptive. It used to be that they closed the door. Now
they try to see what they can do. They work in anicer way. They should listen to agencies that
propose or make recommendations, but the problem can be the Legidaure in regulations. | am
more impressed with their staff. They are more congenid, responsive to questions, and | would
like to praise the staff of OFM.

Accessibility to some of their staff in asking questions has gotten better in most cases.

OFM made some changes, redesigned the Policies and Procedures manual, so it's been rewritten.



Other Executive Level Questions

It's eader access to information.

The Ear/other publications

The publication The Ear, | like that. Well it provides additiona information and insght in terms
of what will be impacting the budget and where the Governor's going. It provides some view of
the Legidature. It provides some view of early changes on or in policies on a satewide basis.

Their publications. One, The Ear, and the other oneis caled The Connection. In addition,
they've got a single audit currently in development. They keep me better informed asto what's
going on with them and with the federd levd.

| think that the newdetter The Ear goes along way to providing information that we need. Itisa
red plus.

Vision, leadership, forward thinking

They share their information. Especidly in the budget area, more than anything. They've dso
mede progress, dbeit very dow, in moving away from the mainframe-based archaic system.
Though | question their management's prioritization list on what gets transferred over.

We have a budget coordinator andyst who listens to us and works hand in hand with us. But
before, everything was dictated to us.

What has been alarge help are two different things. Oneisthat for capital funding we had a
project that was running short and they cameto our aid. The other thing iswe are gpplying for a
major capital request to build abuilding. Ther saff has provided clear ingtruction on the process
we need to go through to get this project put together.

Agency management with OFM is very cusomer-friendly. (Two identified budget sections) have
improved. The leadership in OFM has improved in integrating the agencies. Integrating, in
response to the Y 2K problem, and the el ectronic commerce.

Nothing in particular/don't know
| haven't used them.

Nothing.

Q22 (cont.) What one or two things, if any, has OFM done over the
past two years that have been of help to you or your organization?

Nothing - our only contact with them iswe do the annud report of estimated population, and we
do that by mail. But about ayear ago | made a mistake on it and awoman at their office caled
me. We taked about it and that's the only contact | ever had with them. When you cdled, | didn't
even know who OFM was, and I'm il just kind of assuming that thisis the group we do the
population estimate for. When we get their materias we normaly don't even look at them. We

re so small we don't even issue permits.
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Nothing that | know of.
Nothing that | can recdll.
Nothing.

Refused

| can't answer that because right now | have contact with them. But thisis atemporary
assgnment for me now. Later I'll go back to my regular job here and OFM will not be a contact
point for me.

Q23 If OFM could make ONE change that would make their products
and services better, what would it be?

Nothing/no changes needed
Can't think of anything.

Nothing to add. They have improved so much it has been grest.
Can't think of anything.

It isagood relationship and they do agood job.

Cant think of anything.

Works redlly good - wouldn't make any changes.

Customer service orientation/more, better, different
Development of systems that support the unique needs of different agencies.

Ask their customers more what they need. They've dready made improvement there but they il
have a waysto go.

More honesty. That is, talk about what you redly do. Partly in terms of budget decisions. Plus,
al of the quaity and accountability efforts. They act like these are important and they make
peoplefill out alot of paper work but they are not important and they are not used.

| would hope that they would treat dedicated funds to agencies different than genera fundsto
agencies.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

For those who are OFM-chalenged, an executive summary, the overview, and the big picture.
Then you can go in and get the detalls.

Help usto improve our servicesto the public. Less regulation, more service-oriented.
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There has to be a sdlf-redization with OFM that they should be as customer oriented as any
business should be.

They would be nicer and more customer-friendly. They are not very approachable.

To seek better understanding of operationd departmental problems. OFM is driven by one thing
and one thing only: the Governor's policies and that's okay. That's who hires them. But a
departmentad crises doesn't really matter to them. They march to the drum of their master and
leader. Their only concern isthe Governor's priorities and not their customers needs,
satisfaction, or help with the customer needs, asthis survey triesto say that they're doing. | did
the same survey last year. | believe with the same questions. | want to know, why do it if they're
not truly seeking to understand customers.

My one observation, OFM does not give me the sense that | am the customer. It is more a case of
forcing policy rather than helping us achieve our goas and mission. They may have gotten new
personnel in the last 6 months.

More thorough customer involvement and development of systems.
Continue with the customer orientation.
More upfront work with customers before designing new systems.

Promote/explain products and services

A little more explanation. Explain what they are talking about for easer interpretation. Too often
accountants and budget people talk accountant and budget language and not English.

Let us know what they are. Asde from filling out the survey we don't know what they do. They
may be fabulous and wonderful but | have no idea what they do or who they are. | would like to
know and why they are so important and how are we connected to that importance.

For me, it would be a more comprehensive cataog of what they can provide to planning
departments, and a0 if they could have aregiona contact person, like a staff planner assgned
to our county who would be a standard point of contact for me and OFM. | think they would be
wise to look at the modd that Municipa Research Services Center (MRSC) has devel oped.

Stop being the secret service Even on adaily basis, alot of people see OFM as secretive, but
they impact our lives. To identify their mission, roles, and responghbilities. Too often it fedslike
it isour respongibility, and not theirs. Make quicker decisions.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Communication improved internally, e.g., between upper management and
analysts or between budget and accounting/solicit input

| would like to see budget and accounting talk to each other and be on the same page including
communicaing with the agencies.
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Coordinate the budget division with accounting services as far as the customer contacts. If they
know what one another did they would be better informed. If there was someway that the
accounting service knows about budgeting and budgeting knows accounting, al in respect to the
customer contact.

Occadondly | have difficulty getting through. There are just afew contacts that we work with
and one of them is very hard to reach. Maybe they could put another person with him.

Continue to do what they have started to do which isto better understand agencies, their funding,
and the programs they manage.

Continue to improve the two-way communications.
Increase integration and coordination between the policy and budget offices.

Allowing usto use our internal financia data rather than use their browser based data. We want
to input data from our systems, rather than to input data to their browser based system.

On the budget side, they could change by helping manage time-lines with the agencies better.
They should know what | mean but I'll give you an example. Suppose dlotments are due on the
25th of the month and we don't have the information to do it until the 23rd of the month. That's
why | gave them alow rating.

Commit to helping agencies succeed, not just OFM agenciesinternd commitment to helping
agenciesinternal processes succeed. Not just OFM internal processes.

Better interna communication within the budget Sde. Decisons that are made at the executive
level need to filter down to the andy<t levd.

It is the change that we have been seeing - to communicate more fully and openly with the
agencies. The problem with OFM isthat there can be arbitrary rulings from OFM when there
hasn't been adequate communication about the changes.

Communication. Improve communication with other agencies. Keegp other agenciesinformed on
what we need to know related to budget, etc.

To enhance communication lines.

Closer integration of the policy functions with the budget functions because they seem to operate
as separate functions. | have a comment-you asked me a question about the financid services
responsiveness and 1'd like to say that my biggest concernisthat it revolves around the facility
information system which | think is antiquated and the system is not responsive.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

| guess having their budget and accounting people talk to each other or communicate with each
other better.
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Communication improved externally - we're all one team approach with
clients/phone calls answered by a person, not automated, etc.

| think basically what they are doing now - contacting their users so that they can make it better
for their users - pretty much what they are doing now.

To continue to improve on how they disseminate information from their agency: e-malls,
newdetters and other communications. The Ear isvery useful. One group puts it out. Something
like thiswould be helpful.

The notion that it would be great to choose our one financia consultant or have or provide input
into who the financid consultant would be. Right now we have a problem with the one we have
asfar as working together and so on but if we could have some input and have someone that
would actudly be aresource to us.

Communications area. More forthcoming on areas where statewide priorities are going to
supercede agencies priorities. Clarify whether money exists or if priorities are consstent.

| guess being more available. People being more available ingtead of answering machines.

Their policy people need to have a better understanding of what the agencies are doing. My area
is engineering and transportation. They know the policies and the palitical agpects of where the
Governor wants to go but they don't see where the county needs to be. There's a disconnect
somewhere. Basicdly, dl thar saff is accounting people. None come from the government so
they don't come with amore functiona background.

Provide information that is updated, accurate, consistent, usable (user-friendly),
with background detail

With their AFRS system, dlow easier ad hoc reporting capabilities such as the ability to search
under different programs, objects, subjects, time periods, etc.

The biggest change would be up-dating dl ther finandia reporting computing systems. AFRS
needs to be fixed. That would make a tremendous difference to each agency. Fixed means more
accessible. Put information in but hard to get out, need flexibility, Windows based. All

mainframe programs - includes, TAPS, APS, CAMs. Need manuals on the Internet to access
them, so we don't have to take the manuals around, and wonder about if they are up-to-date. If
they are on the Internet OFM needs to do some PR to make it known.

| have been disputing with them the number of recreetiond vehiclesin town that are being lived
in and they are relying on information that is 10 years old. They need to clarify the reports on the
group home numbers because | don't believe they are accurate. The resdentid family homes are
accurate but | question some of the other reports like mobile homes and people living in RVs.

More options for agencies to get more detailed data out of the systems for their operations.
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Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?
More details, information.

Just be more in depth with the information, especidly in regard to accounting policies, such as
OMB circulars and GASB regulations.

More user-friendly to the non-financid groups. They are getting better though.
More up-to-the-minute deta availability.

Reports. Use amore user-friendly type way of reading reports.

Make the computer system more user-friendly.

The one change of a high priority is the Solomon accounting system is not user-friendly asit
relates to how we have to use it.

What's redlly bad about them is their updates. They should improve. They seem to have
neglected their regular publications. They no longer come out on time nor have they been
revised. The chart book was useful but late in revisons. The budget process hasn't been revised
but it's useful for the state government needs. We're not with the state so it’ s bad for us having
outdated and late updates.

Make it more understandable.

The timeliness of the changes that they implement. They seem to introduce things alittle late in
the process. Where technology istoday, | think we are like 8 to 10 years behind the curve.

They should look at the transaction code they use; like at the end of a biennium, if we want to
carry something over to the next biennium, we can't use x batch, you have to enter everything
twice, reenter it dl by hand in month 25. They should warn people upfront whether you can or
can't use x batch, and it would be much more efficient if you could.

More user-friendly products for the laypersons on the financid and Satistical information.
Moretimely and clear ingtructions.

More of what they are doing. More user-friendly stuff. They are doing good but they ill have a
long ways to go.

Their AFRS reports. They are difficult for our field people to understand because they are not
accountants. So, more user-friendly AFRS reports sumsit up, | guess.

Improve the indexes on their Web pages with more detail, list more things that | might need to
look up.
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They could change some of the products they put out like some of the old mainframe ones. BPS
and the APS. They could update it to a Windows application, more user-friendly.

Continue with their innovations as far as getting information out there.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Timely responses
Maybe more timely changesin policies and procedures.

They could have our travel voucher requests back to usin 24 hoursinstead of 3-4 dayslag time.
Getting information out in atimdy manner.

Brevity! Brevity isit, man. If every agency could know their balancesin a 72 hr period we would
be in heaven. No one knows their balance. People come in here with al these spreadsheets with
al these numbers with plusses and minuses and they say how's your budget? I'm like, are you
trying to impress me? | just glaze over with that stuff. No one knows what it means. Brevity and
clarity, please.

Responding more quickly to agency requests.
Respond to requests more timely.
A faster budget response. Get the budgets back to the agencies in amore timely fashion.

Asde from the other types of estimates, which | dready mentioned, by urban growth areaand by
census block, the only other thing would be more timely provison of estimates.

We don't get firm yessor no'sin atimely manner. So, we need to come to resolution quicker. In
an effort to be kinder and gentler, don't drag it out cause you don't want to tell us“no” outright.

Wil | think it's the nature of the work that we do and it's not a criticism of OFM, but when their
responsveness diminishes, if there was one thing, it would be redlly niceif they could get things
moving fadter.

Quicker response time.

A little quicker on some answersin regard to forecasting.

A little more timdly information with their deta. Have the data available sooner.

Realistic timeframes for workflow/give sufficient notice when request info from
agencies

Getting more input from agencies before putting out afina product.
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To ensure when they request information thet they have redly given it the once over and to make
aure the information is absolutely relevant because it is time consuming.

It seems like we're very dow at seeing where were at in our budget, so if OFM could figure out
how to let us know what we need to do to improve our awareness of our own Situation, that
would be good.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Computer systems/software, flexible, less trans. Oriented, CAMS, winsum,
develop new accounting models that interact

Increase flexibility on their accounting system, the computer systems. Allowing the agency to
tallor their syssems more to their needs.

If they can get dl of thair software systems operating in a consstent platform, that would be
terrific.

More eectronic purchasing options from vendors. I've heard they're working on it.

Making sure the system updates nightly asit is supposed to. Sometimesit doesn't do what it is
Supposed.

Automatic notification by e-mail of changesin mileage reimbursements and that sort of thing, so
that | don't have to go look it up each time to see what is current.

Electronic forms would be nice.

Get alittle more efficient in data collection. Maybe offer an e-mail submission option for
population estimatesin the city and send fewer reminder notices.

They have anice brochure on their activities, The Ear. It would be better if they eemailed it to
me then | could forward it to my state board members.

They're working toward it but to get an interface between Accounting and Budgeting so we won't
have to re-key thingsin.

Use the Internet more

Internet access. | know agency informetion is available but | would like to have actua datax
socid, economic, and demographic.

Web-based system.

Listing their data on the Internet would be very helpful to the cities. They may aready do it, and
it would be very convenient.

Make more information available by Internet.
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PC interface for the dlotment preparation system.
Avallability on the Internet.

Continue redevel oping the older computer systems, such asthe BPS 1 and APS. The BPS and
APS were both redevel oped this past year but they're dill in the 20th century, mainly ill in the
1970s. What I'm saying is keep updating them and make them Internet-based and more user-
friendly, especidly APS, it'sadinosaur.

I'd like an expanded Frequently Asked Questions on their Web ste regarding travel. | don't think
they have one.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Making more stuff available on the Web ste. Stuff like generd information, socid demographic
and economic data. Any information or surveys on other citiesin the Sate.

Have everything go through the Internet and Web page because we're outside of Olympia and we
go through the public mail. If they used the Internet more it would make my job alot eesier
because | can access information right there.

A better computerized system that would roll up better between OFM and the colleges. That
would be grest.

Make their Web ste alittle easier to read.
Make it even more interactive through computers.

Finding information on the Internet for Sate agencies. Making it eeder to find. | waste alot of
time looking for what I'm wanting, but when | get thereit is good. We need indexing and search
programs.

Replace APS with Web-based technologies.

Notification of their Web page changes. Electronic notification of the changes and to have
continued communication about changes, more interaction.

Policy directives-easy to understand, simplicity, customer involvement, more
timely policy and procedures

To seethelr role differently. To see themsdlves as the comptroller - it would change their
approach to certain things. OFM should try to get common systems, policies and common
accounting approaches for the agencies rather than leaving al those choices to the individua
agencies.

Continue to make policies and procedures more clear.

| think it would be to work on the underlying policies around fisca notes. They are going
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through a process of improvement right now to support the preparation of the notes, but they
aren't dedling with some of the systemic problems with fisca notes. | think a commonly held
feding isthey don't need to ask, probably, for as many notes asthey do. They could cut down on
the number of notes they request from agencies and gill serve the Legidature responsively.

More training for policies and procedures.
Provide more detail in the policies and procedures manuas.
To amplify their manuas on policies and procedures.

Accounting-more staff, better trained

There are some individua s in the accounting divison that would be better off retiring - they are
just tired.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Get somebody to help. Have somebody understand our account better and have someone that's
able to see the big picture and apply it to the needs of what OFM requires. For example, we get a
gpecidist who doesn't get awhole or entire picture. We have an analyst assigned but an account
they can't figure out because we can't ether and they change our budget so they tend to ignore

us.

Accounting-address Federal Contracts and Grants in contractual terms, provide
better payroll support

A more flexible accounts payable system.

More customized accounting reports, which they are working on, but that would be the best. The
accounting reports should be designed for each agency.

Makeit easer to track expenditures, the accounting part of it.

Their accounts receivable system, they did some changesto it but | am not satisfied with the
result. It requires too many steps to post accounts receivable data. Simplify it!

Allowing flexibility in the statewide accounting systems for elther agency optiond fidds within
their system or a plan to get like a master financid plan to get agency-specific systems and needs
incorporated there so we aren't running on two different circles and paths and going the wrong
direction from each other.

AFRS isinadequate for agencies that are heavily federaly funded. The labor distribution/cost
dlocation modules are just usdess. Many of us have our own accounting systems, and aslong as
that's the case, they don't make new accounting modules generic enough to be useful for agencies
that have, and have to have, their own systems. The improvements should be made more easily
integratable with non- AFRS systems.
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The wording of their questionsin their survey. Some of it | don't understand what they are
driving at. Asking questions where people live and what not.

A clearer user-friendly format for the information. Most of us out here are not accountants and
wefind it difficult reading through and gethering the data.

Significantly streamline and reduce their accounting related regulations to focus on the most
important protections as opposed to protecting everything.

Have it so we could have an eectronic accessibility to payroll information.
Ther accounting system - AFRS is antiquated and needs to be improved.

Budget-more staff, able to respond, become familiar with agency; simplify budget
process

To train their consulting staff more in specific needs of the agencies they work with.

To hire more budget and accounting consultants and systems development people. They're
understaffed. They cant doit dl.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

There was one staff member that just let something sit. It was just one of those things that was
overlooked and it realy caused adday for us. Other than that, fine.

They should stop making the budget process burdensome. Move away from so much detail on
management related issues.

The budget divison needs to be more fair with smal agencies. They dl assumethat we are a
large agency when we are actudly very smdll. For example, we get our funding asif we could
handle large changes, but even smal changes affect us digproportionately. Be farer with staffing
needs at smaler agencies.

Clone <name> and <name> - they are very knowledgeable and | don't know what we will do
when they leave.

I'm disappointed they don't have an architect in their capital development section. Hire one.

They need to somehow get longevity for their budget folks. They burn out so quick, redly
quickly, and | can undergtand it, but I've had like four or five different budget anaysts in the past
year.

They keep changing our Budget Analyst and they stay less than ayear. They never get to know
our agency. We need stability in the andlyst assgned to us.

Hire more confident budget personnd, people that are more willing to come out and get to know
the programs better.
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Come up with one budget system and gtick to it. | mean for online.

Help desk-more staff, etc.

Taking aleadership role so that we get more competent fisca people in Sate agencies, right now
the competence is dl over the map from jokers to redlly good people.

Have more staff, more analysts. | think they are soread so thin. There are not enough anaysisto
meet our needs or help or receive the information we need.

Increase personnd.

Keep their people. They've had too much employee turnover.

To dow down the turnover that the agency has been experiencing for the past severa years.
Hire more competent people.

Provide adequate staffing to accomplish the workload — they’ re very overworked.

More personnd. A quicker turnaround to answer questions, solve problems, etc. A faster
response time.

| think they just need more of them. They're soread too thin to do dl the things they could do, it's
aresource issue; they need more resources and more people to ensure we get good programs,
good policies.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?
Adeguate staff so they could come down and spend more time with us.

Hire more staff. Their saff handles some many tasks that they are spread pretty thin and are
pretty frantic.

To make themsalves more available because | don't know who the groups are. They should
publish alig.

More staff, so they are available.

More bility. Sometimes | have a hard time getting a hold of them. Maybe they're spread
too thin.

Forecasting-accurate census in 2000, less confusing forms, add some health
insurance info, politics and economics, be sensitive to local datato OFM

More information on population estimates and forecasts available off the Web. We had to do a
bunch of soreadshests. If the information is there, please publicize its availability more.
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More supplementd or beefed up demographic data.
Maybe make it alittle easier to use the population survey results they have out on the Internet.

Communication. Trandating legidative or government goas and the rules and regulaions that
arerequired of agencies.

Make their population estimates form easer to work with calculations. The way it is broken out,
it could be in a better format.

To provide accurate population figures to cities. We depend on thisfor per capita funds.

When they provide census information thet they give to usin March they give us multipliersto
use. After weturn in our survey they use different multipliersin May. Those multipliers thet they
use in May were not done by us but by an outside contracting group. They use the answers for
their May results that they use in May are not correct and do not match our work. So first they
used adifferent group, second they didn't get or recelve the right multipliers. We put alot of

work and effort, time into getting them and they do not use our work we have done in March. It's
very frugtrating so change that!

Continue improving future population projections. Continue to enrich the data.
Giving us the populaion sze within our juridiction.

When they release their forecasting numbers, we don't aways get the data books, so better
follow-up and presentation on that forecasting information, possibly even a breskdown by
county and cities within the county. We get it eventudly but it would be niceif it were better
followed up when it came ot.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Personal Services Contracting-need things quickly and some that OFM system
cannot provide, more friendly

The Persond Service Guide. They could try to give us some examples. All examples cant fit into
every Stuation so in the grayish areathat may be perceived by two different individuas or
maybe the frequently ask questions could have severd examples.

Represent socia service bendfitsto legidative Saff.

Manual/written instructions-OFM manual more readable, clear, better indices

Their manuals need to be improved with greater detail, more examples, and easier to read and
follow.

Make their manuas more readable and understandable. They try but just haven't gotten there,
Use less jargon and more plain language.
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| use so little. It would be useful to continue to produce the OFM manua on paper and not just
rely on the Web site. We have to print sections of it, as needed.

Just make more readily available hard copies of reports, etc. Y ou know, the data book,
population trends books, al the data and trend books.

Complete their policy manua for items not addressed in their current manud. Items such as
value engineering, the congtructive reviews, and determining project management fee for

preparing design, €tc.

To make things better would be to provide a complete index in the budget manuas. The manuads
are very difficult. It's very hard to look up or find things without an index.

The manuas could be less wordy. On the manuas theré's too much paper work. Somebody likes
to write those manuals.

OFM manudl. It's not easy to use; it'sdifficult to find information. | don't know what they can do
about that, it's about two volumes and many pages. | wish it was easier to use and | don't know if
they can fix it by making the manud eader to use. Finding information, understanding the
information, knowing where to go for references. Maybe they could improve the manua with
congtant training on using the manud.

They need to sart sending out the book again. It isalittle hard finding the page on the Web
Making their policy manua more readable.
Better manuds for their systems. Better documentation maybe with more examples.

Keep ahigory file of their OFM manud online. They change travel rules and regulations every
six months and when we're audited, were deding with an old manual.

Make things easer to read in ared understandable language. Doen't read very well, sometimes
too technicdl, hard to interpret exactly what they're saying.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

One specific thing is the travel portion of the manud. There are fill parts of it that are confusing.
They get alittle too detailed in some areas and it creates confusion.

| would like to see their policies and procedures go into alittle more detail. | know they cut down
awhole bunch of detall in recent years but there are alot of things that we need to know and to
know where to look for them.

To have more one-on-one support, i.e., a hotline. Redesign the manua system so it would be
easer to navigate. More eectronic forms or have formsin one place where you could look for
them.
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Training-geographic accessibility, more specific (e.g., AFRS)
Provide more training on their products.

In their training, and maybe they offer it and we just don' t take advantage of it, make training
available to incoming financia people on the sate's regulations.

More training. Like improving the AFRS system in away that when we want more specific
reports we now have specific steps to do to get the reports needed. Improving them so we can
skip the steps and get the reports we need.

The only problem | haveis| haven't had the time to learn their systems better. So, they could
train us more on how to use the system. | can take my time and do it but that takes along time.

I've dedlt with their BASS system, and it seemsiit ether has alot of problems associated with it,
or it's very hard to use and we could use more training with it.

Improve their teaching style in their training. They have some redlly good teachers and some are
boring; it's hard to learn the guidelines for the teachers they have.

Wil I've said it dready but | would like to repest it again. | would like them to have an
eectronic way of making the training more accessible by usng some other format rather than
traveling al over the sate at inconvenient times saving cost and hours.

Maybe have their workshops closer to (city in Eastern WA).

Training in more areas of accounting when there are new palicies. We tend not to get that
information fast or timely. It tends to be way after the fact. We need training on these changes.

Moretraining for me and my staff to understand their products and how to use them.

They could do more training with more classes so you don't have to wait aslong. | can use them
for no cost s0 | prefer their training. They breeze through some of the materia pretty fast. |
prefer more in-depth and some things done in one day - like generd accounting principles class
could belonger. A lot of agencies don't train well, and people need more training and more in-
depth. They are about the only place we can go, even though training is not what they are about.
Thetraining is my main contact for me. My supervisor will cal with questions and OFM isvery
helpful. AFRS-Oracle.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

| think with some staff people, some better customer service training. Theré's some unevenness
that additiond training could probably correct. Also, I'm not aware of dl the other divisonsin
OFM. Maybe they could let local governments know more about the other divisions and services
OFM provides.

More training and information on what they do and how they can help us do our job.
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Stop canceling the courses.

Morein-depth training. Right now it is very condensed. Getting down to the nitty-gritty of detall
- that iswhat accountants are for.

Make training opportunities for budget and accounting accessible to managersin the field. I'm
thinking about general accounting processes, basic learning tools.

A little better training of their programs of our personnel.

| nteractive training on the Web gte. It is hard to get to atraining meeting when you wear severd
hats in an agency. Maybe on aCD or disk.

Reporting-improve format; simplify; on demand; easier to read

If they could make the use of the BDS more ble, useful, and less prone to errors, it would
be helpful. The BDS dedls with the personnel costs of each person, which is criticd for
budgeting. It is screwed up and out of date, but it isal we have. It isin hard copy form only and
we need it in electronic form, either in Excd form or in aformat that we could use would be
better. It would be helpful if it werein aform that could be automatically up-dated. It is hard
with different start dates and different program funding for each person. AFRS is 2 weeks behind
in objects a, b, and t, and needs accruals.

Personaly, many of the systems are relatively hard to understand in terms of content. That's
because | am not afinancid person.

Developing a practice set concept with modulesin it for accounts payable, and so forth. Smilar
to the college leve brought in to the state training of accountants and let them take it home and
have it graded. It could be on the Web-based or done in anumber of different ways so they can
learniit.

For us, to make the statewide data more accessible from statewide accounting data. Summarized
by agency and by fund source and appropriations.

To be like the consultants, to be more knowledgeable. They often respond at too high alevd -
we need an answer that ismore at our level.

Encourage them to increase the use of technology instead of having annua conferences. Use
contact through e-mail or other eectronic services.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Reduce the detall of reporting. We have to report our accounting Suff; it'sin detail level. The
frequency aso, like we have to report every month and the budget, too. It's not redistic or useful
because we haveit internally anyway. It doesn't make sense to do it each year. We get the same
amount of money anyway S0 it's a duplicate but the sate wantsit in on aform that they send out
aong with amonthly report. Too much reporting.
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Everything they haveis online but they continue to send out paper copies. They should survey to

see who needs paper copies - it would save alot of paper. For people who are not as computer
literate, show them how to access and get to the subject they need. Some people may shy away

because it takes too much time to access dectronicaly.

Some of their systems should be made more flexible for individua agencies needs. AFRS
syslem in particular dlows very little flexibility in dlocations; only alows modifications once or
twice ayear, which istotaly usdess.

Have a summary reporting into the accounting system rather than detailed reporting.

To improve their format of their data that they put out. When its comes to budget, it ishard to
read as alayman its hard to read receipts, dlocations, alotments, and so forth.

Simplify information. They send me alot of information and it needs to be smplified, (language)

If they're able to format areport that will provide financia data by invoice. In other words, it
would lig dl the invoices we made by an accounting code listing them by monthly for the year
and so on.

Automate the AFRS system such that the reports that agencies receive can be transmitted
eectronicdly.

More understanding/support/knowledge of agencies/programs and their unique
needs

They could be lessinvolved with being mandated. The reason that they are dl about rules and
regulation is because that's the way the Legidature wants them. It would be nice to have
somebody more involved with helping us do things than in mandating us to do them.

They need to understand higher education better. They need to redize it'sabig part of the date
yet different from other state agencies. Better understanding of the business end. The budgeting
and accounting and how they differ from aregular State agency.

It would be nice to have the budget ingtructions before our Board of Trustees have dready
approved our budget request initiatives. Recognize that the Higher Education calendar is
September to May.

To work on the legidative changes to make it less redtrictive for community colleges and higher
education and raise ther limits from $5k to $10k for filing. We havelot of sudent and unique
requirements and those aren't taken into account in thefilings. They are very hard to bid with
specifying the unique factors. The way the economy is, it is difficult to get a person to agree to
what the State can pay, let done bid it, especidly when talking about educationd needs.

Specific Policies & Procedures for higher education indtitutions.
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Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Simplify forms and paperwork
Simplify the budget submitta process.

Congder short survey. The questions: pare it down, it seems like some are repetitive.
Smplifying some of thar forms and the directions in filling them out.

Less paper would be helpful. It's hard to sort travel guiddines, agreements, RCWs. Offering
training isgood. | believe in the state educating its employees. In the past | have dways had a
good relationship with OFM.

Smplify.

Simplify some of their work sheets. Being more open minded when it is reated to vacancy and
occupancy rates.

Make available forms for number/names of people in household without having to take a
complete census.

Automated forms. For example, online forms such as a statewide travel voucher. | know they are
working onit. It isthe main one.

A dmplified form.

Sometimes their forms are not adaptable. Problems with computers locking up because of
imbedded Excel worksheet in Word document.

Simplify the budget system - it istoo costly, and is wasted effort and paper. It does not redly
support the decisions the Legidature needs to make. Each year it gets more complicated and the
performance measures are just laughable. The performance indicators are based on the private
sector, with gods, etc, which drives your budget, but it is politics that is changed when a new
director arrives. We keep doing it because we have dways done it that way. Part of the processis
to develop your misson and plan.

FASTRACK specific mentions
Redl time budget tracking. | think that iswhat FASTRACK may be used for.

They can continue to work on the ability to understand the FASTRACK s0 you can track budget
more eeslly.

FASTRACK needs to be expanded both on the revenue side and on the expenditures side.

The ability to download information in ameaningful manner from FASTRACK. To produce
more meaningful management reports.
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Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Allotment system-specific mentions

If there was some way they could combine the components needed for the 1099 with the
FASTRACK s0 we could eventualy get rid of DRS.

Develop their budget and alotment systemsin a Window-based server base.

Give more information in their expenditure reports. A wider variety of reports a the funding
level. FASTRACK-type database that operates quicker than FASTRACK does.

Better accessto FASTRACK.

Bring the information that we can get out of FASTRACK and AFRS more detailed information
so that we can pinpoint the date we need.

Provide areport that would give us dl the revenue dlotments by month.
Update their alotment system.

Continue getting dl the systlems that are Htill out there consolidated into one as far as budget and
alotment reporting.

They need to develop a Windows based dlotment preparation system.

The dlotment system is 15 years old. They need to modernize it. Y ou have to enter one number
a atime. Can't useit with a spreadsheet. They're trying to take the FASTRACK and put it in
place of dl their other reports so I'm ill waiting for that.

A new dlotment syslem. Right now you can't tell in terms of how the information looks when
going into the machine until the next day when it comes out, it's dow.

Improve the allotment process, especidly the capita projects.

Simplify the alotment process. Whenever we get our gppropriation from the Legidature, we
have to do it manually and put it into our systems. There should be away that we could do it
automaticaly.

They need to do with dlotment what they did with budgets, improve the dlotment system. Same
asto the budget like BDS, the same recongtruction of alotments.

Let us do alotment changes as needed instead of only once ayesr.

Reduce the amount of useless information that they require agenciesto report. Fewer details for
dlotments and less detall in budget submittals.
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Other
Make the budget process smpler. Maybe fewer forms.

To do the contracts for us at no charge!

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

Make them cheaper.

If OFM, genera adminigration, and the information systems division could have the same cut-

off pointsfor contracts, it would be helpful (dollar amounts). Also, to work on the definitions, |
understand thet thisis difficult but it would hep. If something could be done to reduce the
number of levels, it would improve communications. | used to work for alarge corporation with
afla structure and communications were quicker and decisions were made faster. We get caught
up in the process rather what are we trying to do, and it helpsto look a what we want to do.

Sability. Maintaining or trying & leadt to diminate the high turnover of Saff.
To make AFRS more user-friendly. Provide more help screens.
Grester accessbility to individuds at OFM.

Reate capitd plansto facilities operation and maintenance. There needs to be a more defined
link between capitd plans and operations and maintenance.

Continue accessibility. Focus specifically on operating and capital access.
"Gimme mo money!"
Need one system.

Perhaps contact the eected officids directly with regards to what is going on loca-wise aswell
as statewide.

Smpler is better. Less accounting, more management would be useful. | know that's their
function, making more fiscd information available to managersin amore easly trandatable
format.

Smadl agency dlient services - these changes have been made.

Review of information that they need and seeif it is still ussful, necessary, and used in decison
making. They say that they don't make decisons. If they don't make decisions, why ask for
certain items. Glad some things are improving.

Improve the fiscal note process. The standards need to be better understood as far as what OFM
wants in those documents.
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Stability of budget andydts.
AFRS reports earlier in the fiscal year, at the start of the fiscal year.
They could ded with policy above palitics. How's that?

More clear and precise position taking. A lot of times the answers received may vary by the
individud that you're talking to or it ssems OFM may not want to take sides o they just tell you
something and let you make your own decision.

Q23 (cont.) If OFM could make ONE change that would make their
products and services better, what would it be?

To not reduce our population projections.

Just reduce cogts. Anything, or item, product or service?

L et the agency have more control of their own budgets and have OFM quit micromanaging.
Hexihility. Allowing for optionsinstead of one answer they're very rigid.

Keep the politics out of it. For the most part, accounting rules are cut and dry, but what happens,
some of the rules will not be followed because someone won't get off the dime or won't let the
buck stop there.

Get rid of redundancies. We have quarterly variance reports that we do and they ask for it from
severd divisons That isjust one example,

Make their products more consistent, system products in generd. | use severa but not al of them
are the same and sometimeit's hard to remember which system you'rein.

Address the appedl s process around the budget development.
To acknowledge the encumbrances of the agencies.
Makeit so that we can get hold of <name> easier. Put a pager on the man.

| believe in continuous qudity improvement. In the budget process | wish there was away for
the agency to have more input into the budget discussion. We don't know the results until the
budget comes out. We need to be involved in the discussions, the logic of decisions, and to
understand what goes on.

Going back and reducing the data they collect that does not gppear to be used in policy making.
Streamlining the capital budget process.

| would like to see the OFM budget to make the agency's budget request as it has been approved
in the Governor's budget. Make it a higher priority for lobbying the adoption of the Governor's
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budget. In this, small agencies get lost. The big agencies are getting dl the attention.

Keep the costs down for small agencies especidly. A lot of the new Internet- based systems that
they are developing are great. Some are not gpplicable to asmaller agency and it does cost us
more and | would just like them to stay cognizant of that.

To amplify ther financid and budgeting sysems.
Get rid of TAPS, or replace it with something | don't dread facing.
An extralayer of detail out of AFRS, to the project levd.

Earlier digtribution of budget indructions.

They could change all aspects of OFM developing understanding of
agency's realities and perspectives. Q23 (cont.) If OFM could make
ONE change that would make their products and services better, what
would it be?

What it meansto me are things as in service deliveries as opposed to being understanding and
developing in centrd regulation.

Reduce the cost. We're charged like 17 cents per line item.

| would like to see them actudly work closer with the auditor's office as far as the consultants are
concerned. That would be ared benefit to us.

Get more input from agencies.

| think they're on the right track in looking for areplacement for AFRS, but that will be avery
big task.

Put project code on AFRS.

In spite of the fact that they've created FASTRACK - anew system, they ill do not have a
decent reporting system for non-accounting managers. Through dl my 17 years, OFM cannot
generate areport that non-accounting people who have to read accounting information can read.
Its difficult. Our agency creeted a nice report internaly with AFRS data. So | guessiif | had one
snglething | could wish for, that would beit.

Lessregulations.
Improve AFRS.

AFRS can be alittle confusing. It's not very obvious on how to do things. Y ou haveto go
through things step by step and if | lose my way it's not very obvious how to get back on track.
I'm very familiar with computers and | till have trouble with thet.



